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Preface 
 
You are now reading the result of my research on the use of the performance measurement 
system and the effect of national culture and trust on it.  
 
After finishing the Master of Financial Control in 2005, there was a relatively easy option to 
acquire the Master of Science title, namely to write a Master of Science thesis. This sounded 
too good to be true! Only a thesis and that would be it… Unfortunately, this thesis was more 
difficult than the others I wrote and took more time than I could even imagine. At regular 
study, you go from exam to exam and that drives you to finish your study in time. Having a 
time consuming job, it was not always easy to find the right time to work on the thesis.  
 
Especially in the beginning, the study gatherings were very useful in sharing knowledge and 
experience in literature study, ways in how to set up a research and it was a good way to share 
the suffering from the burden of writing a thesis. 
 
A lot of support was given by my mentor Arco van de Ven. After delivering a tentative 
deliverable he always gave me supportive feedback and several options for further 
investigation. That always gave me the right energy to move forward, even at the time he did 
not work for the Open Universiteit anymore. So thanks a lot for your support Arco. 
 
I would also like to thank a few colleagues that made this research possible. At first, I would 
like to thank the Finance Director of The Netherlands, Ronald Meier who did his best to get 
as much as support for my questionnaire in the USA and Asia. Despite the low response of 
these countries, he brought me in touch with Bruno Mang, the Finance Director of the region 
Central Europe. With his support, I could distribute my questionnaire in Germany. I would 
like to thank him for this and for his help at the translation of the questionnaire. 
Furthermore, I would like to thank all my colleagues in The Netherlands and Germany that 
took the time to fill in the questionnaires.  
My special thanks also go out to Rob Weerts and Rainer Janke that took the time to interview 
them. These very interesting interviews let me see that discussions about more theoretical 
topics are very useful and gave food for thought for my daily work. 
 
In the years that it took me from orientation on a research subject to this final thesis, lots of 
things happened. The content and the responsibilities of my job evolved enormously in these 
years. In private life, we moved to another house and last year Kim gave birth to our 
daughters Célia and Charlotte. Especially when you become a father, it is even harder to find 
the right balance between work, study and family life. Therefore, the biggest thanks goes out 
Kim for her understanding and the fact I was not always able to spent the right time with her, 
Célia and Charlotte. 
 
 
Utrecht, July 2012 
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Summary 
 
The goal of this research was to gain more insight on how the performance measurement 
system is used in a multinational. Is there a different way in which the performance 
measurement system is used per country or is it used the same around the globe? Due to 
increased globalization there is a need to understand how trust develops and the way national 
culture impacts trusts. Also the impact of trust on the use of performance measurement 
system would be interesting to investigate. 
 
The research starts with a research on literature and begins with an explanation of national 
culture and the use of performance measurement systems. After that, current literature on the 
relationships between national culture and the use of performance measurement systems were 
described. Also relationships in existing literature between trust and performance 
measurement systems and between trust and national culture forms part of the research. 
Out of the literature study it appears that a few relationships between the subjects national 
culture, performance measurement system and trust could be expected. This resulted in the 
main question of this thesis: 
 
What is the effect of national culture on the usage of the performance measurement system 
and the role of trust? 
 
After that a research model was developed and hypotheses were formulated. Because the 
research would be conducted in several countries and it is a fast way to get information from a 
large group respondents, a questionnaire was chosen to find out if expectations from theory 
were true. The questionnaire was derived from questionnaires that were used in other studies, 
because their success was already proved in other respected studies and this research could be 
comparable with other studies. 
The research is conducted at one of the world’s leading logistics companies at the business 
field contract logistics in The Netherlands and Germany. From a practical point of view it was 
easier to gain information in this business field and these countries. The questionnaires were 
sent to the business unit managers and their branch managers. 
Interviews with the corporate controller of The Netherlands and the controller contract 
logistics of Germany were held to explain results of the questionnaires, discuss striking 
outcomes on answers of the questionnaire and to ask for additional information that was not 
asked for in the questionnaires. 
 
The results of the questionnaires were analyzed per country. In this research, The Netherlands 
were even more collectivistic than expected. The performance measurement system was used 
as well as diagnostic as well as interactive but is used more diagnostically in this research by 
The Netherlands. The results on trust are a little bit in contradiction. It shows on the one hand 
that trust is low and distrust is high, but on the other hand external trust and internal trust are 
relatively high. 
National culture of Germany was almost exactly as expected, resulting in less collective than 
The Netherlands. In Germany the performance measurement system is used diagnostically as 
well as interactively in this research, but is used more diagnostically. The results on trust for 
Germany in this research show also a low trust and high distrust and high internal and 
external trust. 
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In this research it is concluded that both countries use the performance measurement system 
diagnostically as well as interactively, but is used more diagnostically. This is also seen at the 
bivariate correlation were it seems that there is a correlation between diagnostic use and trust 
but hardly no correlation between interactive use and trust. For both countries, the propensity 
to trust is relatively high, propensity to distrust is relatively high and propensity to internal 
and external trust are also relatively high. For the reader of this thesis it is important to take 
into account that the analyses and conclusions of this research are subject to a number of 
limitations. 
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1. Introduction 
 
1.1 Introduction 
 
Contemporary with the growing interest in trust, two related trends have focused scholars' 
attention on the role culture plays in exchange. First, an increasingly diverse and multicultural 
workforce, and corporate interest in harnessing the benefits of diversity, have increased the 
awareness of how cultural differences impact organizational performance. A second major 
trend is the increased globalization that has occurred in the business world during the last 
decade. More firms view the world as their market in terms of establishing alliances, 
managing and hiring employees, entering new markets, and sourcing supplies. The 
importance and benefits of trust, and the emerging global and multicultural workplace, 
highlights the need for us to understand how trust develops and the ways national culture 
impacts the trust-building process. (Doney, 1998) 
 
During my search for an appropriate subject of my thesis, I accidentally read a research about 
the control between a headquarter and their branches and their mutual control at a Finnish 
multinational. Because I work as a controller at a multinational myself, I was immediately 
interested in the usage of a part of the management control system, namely the performance 
measurement system. When you speak about the role of the performance measurement system 
at a multinational, there is always one feature that is different per country and that is national 
culture (Otley, 1980). Every country has its own culture with its own characteristics and these 
can have their effect on the usage of the performance measurement system. Furthermore it 
seemed interesting to see what the role of trust is at the performance measurement system of a 
multinational. How do the various subsidiaries in the different countries deal with the trust 
that is put in them at the use of the performance measurement system?  
 
1.2 Definition of the problem 
 
Current research has been directed at understanding the relationship between national culture 
and management control systems in different countries. This research has gained increasing 
prominence and is relevant for two reasons. First, it is important to the business community 
that is more and more operating outside their home country. The question is if they can 
transfer their existing Management Control System (MCS) to other countries or if they have 
to adjust it to the cultural influences of abroad. Second, it is important to the academic 
community. The design and use of the MCS has been a mainstream issue in accounting 
research for many years. The great majority of MCS research has conducted within single 
nations. In the absence of examination of the influence of culture, models of MCS are under-
specified (Harrison & McKinnon, 1999). 
Until today, most of the research on the domain of MCS and national culture, has been 
conducted at different companies and only seldom in one company (Van der Stede, 2003). On 
this item, my research can benefit to the academic community. 
Another benefit can come from the selection of the research population. Most research on the 
domain of MCS and national culture is mostly aimed at American and Asian countries (Van 
der Stede, 2003). My research is aimed at two European countries and can therefore be an 
addition on the conducted researches to date. 
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In 1999, Harrison & McKinnon wrote a paper in which they made an overview of all the 
researches that had been conducted on the areas of national culture and MCS. Out of this 
overview, it is very clear that most of the research is based on the work of Hofstede. Besides 
of that, many research have very few overlap. In addition, the operational definition of the 
MCS characteristic has often varied, or insufficient definition has been provided to allow 
some assurance of commonality. Harrison & McKinnon conclude that future research should 
also target on the interplay between culture and issues such as information and experience 
sharing behaviours within organizations, risk taking and innovative propensities. In my 
opinion, the item trust can fit in this conclusion and can therefore be placed in the scientific 
debate. It is interesting to investigate if a low or high amount of trust leads to a certain use of 
the performance measurement system. In this research it is important to see if there is a 
difference between the amount of trust between countries and if this leads to a certain type of 
use of the performance measurement system. 
 
The main question of this research that needs to be answered is: 
 
What is the effect of national culture on the usage of the performance measurement system 
and the role of trust? 
 
1.3 Objective of the research 
 
The objective of this research is to gain a better insight in the relation between national 
culture and the usage of the performance measurement system and the influence of trust in it.  
During my research, I did not see any research that investigates the relations between national 
culture, performance measurement systems and trust. 
As already mentioned in the previous chapter, it can contribute as well to the business as the 
academic world.  
 
1.4 Research questions 
 
To get an answer to the main question, the main question can be subdivided in three parts and 
can be more specified in sub parts. 
 
1. What is the theoretical framework of national culture, (the usage of) performance 
measurement systems and trust? (Chapter 2) 
a. What is national culture and what are its characteristics? 
b. What is the relation between national culture and different use of performance 
measurement systems? 
c. What is the relation between trust and performance measurement systems? 
d. What is the relation between national culture and trust? 
 
2. What are the results of the research? (Chapter 4) 
a. What are the results of national culture 
b. What are the results of use of the performance measurement system? 
c. What are the results on trust? 
 
3. Which conclusions can be made, based on theory and research? (Chapter 5) 
a. Lead national culture to a different use of the performance measurement system? 
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b. Does the amount of trust, lead to a different use of the performance measurement 
system? 
c. What is the difference in use of the performance measurement system at a national 
culture with a low or high amount of trust? 
Thesis R. Rusche 
 
 
10/80 
2. Theoretical framework 
 
2.1 Introduction 
 
In this chapter, the theoretical framework of the three main subjects will be described, namely 
national culture, performance measurement system and trust. 
 
2.2 What is national culture and what are its characteristics? 
 
In this chapter, I will first give a definition of national culture. Second, the research of 
Hofstede will be further explained, followed by some critics on Hofstede’s survey. Finally, I 
will give my motivations for the usage of Hofstede’s theory in my survey. 
 
In literature, many definitions can be found about culture and national culture (see for 
example Dahl, 2005). In this study, the definition of Hofstede will be used, because this will 
be the basis of my survey. The definition of national culture is: 
 
“It is the collective programming of the mind, which distinguishes the members of one group 
or category of people from another” (Hofstede: 1991, p5). 
 
The survey of Dutch organisational anthropologist Hofstede is the most famous and most 
often cited work in the area of cultural patterns. Hofstede derived his cultural dimensions 
from examining work-related values in employees from IBM during 1968 and 1973 and 
involved 20 languages and 117,000 questionnaires in 40 countries. Previous research in the 
area of national culture was done in few countries and in different companies. By conducting 
the research in one company, the differences that occur because of fulfilling one’s job because 
of company policy can be eliminated. All other differences that are the result of the 
investigation can be accounted to the national culture. This is exactly the part that makes the 
research very strong and very comparable to my study, which is also done at one company. 
The conclusion of Hofstede’s research is that national culture affects work-related values and 
attitudes. More important is that Hofstede found out that managers and employers differ from 
each other in five (originally four) dimensions, which are: 
 Individualism versus collectivism; 
 Power distance; 
 Uncertainty avoidance; 
 Masculinity versus feminity; 
 Long-term versus short-term orientation. 
 
Individualism pertains to societies in which the ties between individuals are loose: everyone 
is expected to look after himself or herself and his or her immediate family. Countries with a 
strong individual culture are for example USA, Australia, Great Britain and The Netherlands.  
At collectivism as its opposite pertains to societies in which people from birth onwards are 
integrated into strong, cohesive in-groups, which throughout people’s lifetime continue to 
protect them in exchange for unquestioning loyalty (Hofstede, 1991, p51). Countries with a 
strong collective culture are the South American and Asian countries. 
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Power distance is the extent to which the less powerful members of institutions and 
organizations within a country expect and accept that power is distributed unequally. With 
institutions is meant the basic elements of society such as family, school and community. 
With organisations is meant the places where people work (Hofstede, 1991, p29). In South 
American countries there is a high power distance. The Netherlands and Germany are 
countries with a low power distance. 
Uncertainty avoidance: the way in which members of a culture feel threatened by 
uncertainty or unknown situations (Hofstede, 1991, p113). In some societies, the people are 
more familiar with risks, but people are also more tolerant and are more open on the opinions 
of others without the feeling being attacked. Examples of countries with low uncertainty 
avoidance are Singapore, Jamaica, Denmark, Sweden, Hong Kong and Ireland. On the 
contrary, countries with high uncertainty avoidance are Greece, Portugal, Guatemala, 
Uruguay and Belgium. 
With masculinity is meant the way in which people have a cultural preference for 
achievement, assertiveness and material success. Examples of countries with a masculine 
culture are Japan, Austria, Venezuela, Italy and Switzerland. Feminity is more aimed at 
maintaining relationships, caring for members and a high quality of life. Countries with a 
female culture are the Scandinavian countries and The Netherlands. 
The last one is added the latest to the dimensions and is the long-term vs. short-term 
orientation and is added on the basis of a study by Bond and Hofstede in 1991. On the-long-
term side one finds values oriented towards the future, thrift (saving) and persistence. On the 
short-term side, one finds values rather oriented towards the past and present, like respect for 
tradition and fulfilling social obligations (Hofstede, 1991 & 1993). Countries with a long-term 
orientation are China, Hong Kong, Taiwan and Japan, while the short-term countries are 
Pakistan, Nigeria, Philippines and Canada.  
 
In the table below you can find the ranking of Germany and The Netherlands in the total 
sample of 23 countries that were investigated by Hofstede in 1994 and you can find the scores 
on the dimensions. 
 Netherlands Germany Netherlands Germany   
 Ranking Ranking Score Score Difference 
Índividualism/collectivism 4/5 15 80 67 13 
Power distance 40 42/44 38 35 3 
Uncertainty avoidance 35 29 53 65 12 
Masulinity/feminity 51 9/10 14 66 52 
Long term orientation* 10 14 44 31 13 
      
* ranking out of 23 countries     
 
Table 2.1 Ranking Germany and The Netherlands in Hofstede’s survey of 1994 
 
Despite the fact that the theory of Hofstede is widely used in management accounting 
surveys, there are also some critics on this survey. For instance Baskerville that started a 
discussion with Hofstede in 2003 in which she stated that Hofstede never studied culture. She 
also states that the survey does not meet the work of other anthropologists and sociologists 
and that this group of scientists makes surprisingly little use of Hofstede’s research. In 
Hofstede’s reply (2003), he quotes an article of Chapman (1997) that says that this is no 
surprise because his research is mainly anchored in the North-American tradition and is 
mainly developed in business and organisational oriented research perspectives. According 
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Chapman, these are forcing reasons why anthropologists will not often find Hofstede in their 
research horizon, even if they will reach on the European anthropology.  
Baskerville also states that nations/countries are not the best study objects to investigate 
culture. A nation is namely set equal to culture, while a nation consists out of more 
subcultures and societies. On a certain moment when statements are made about a nation, it 
will be general statements because a nation will be used as a patchwork for all investigated 
cases in that country. Hofstede already agreed with this conclusion in his book Culture’s 
Consequences of 2001, but he also states that this is the only way to make comparisons. 
Nation states cannot be set equal to national cultures but that does not make conclusions about 
national culture invalid and 90% of the conclusions are still valid. The dimensions of 
Hofstede are namely the only way in which units are available for comparison and are better 
than nothing. 
Baskerville also discussed a paper of Gernon and Wallace (1995) which says Hofstede’s 
survey is only conducted at one organization and might not be applicable to other contexts. 
Hofstede wonders how professional these replications of his study (like Gernon and Wallace) 
were carried out. If the outcomes are not the same, this could firstly be caused by statistical 
reasons, namely the law of the big numbers. Seen over the 40 investigated countries, the 
conclusions are right. However, when two specific countries are chosen, it might happen that 
these are different. At second, methodological reasons can cause differences because not 
every research question has to be valid for every respondent. Thirdly, it is possible to mention 
epistemological reasons, because the research was set as exploratory and not as a finished 
theory. 
In 2005, Baskerville ended the discussion with a reply on Hofstede. In this reply, you can 
conclude that all the critics of Baskerville were at first meant for users of Hofstede’s survey to 
warn them about doing a research on fundamental differences in the conceptual hypotheses of 
the ones that proceed in using Hofstede’s dimensions. Besides of that, it was Baskerville’s 
goal that further research has to be done about the validity of the replications of Hofstede’s 
survey. Furthermore, researchers have to take into account that the behaviour of respondents 
might differ from Hofstede’s conclusions because there are more ethnicities or political 
mindsets in one country. 
 
Despite the shortcomings that the research of Hofstede should have, I would like to use this 
theory in my survey. The first reason is that there are more surveys that confirm Hofstede’s 
conclusions and are in line with previous surveys of national culture (such as Oarson & Shils, 
1951; Inkeles & Levinson, 1954; and Kluckhohn & Strodtbeck, 1961). Alternatively, as Chow 
et al. (1999, p422) says: “A consideration in the design of the current study was to preserve 
comparability to prior studies in order to facilitate an integrative evaluation of these studies. 
Thus, we retained Hofstede’s taxonomy of national culture – which of all of prior related 
studies had used – as the basis for deriving predictions.” The second reason is that the 
definition of culture by Hofstede is unequivocal and is in contrast to other national culture 
researches. Hofstede unbundles the definition of national culture in five specific elements at 
which culture can be very good operationalized in a research. The third reason is that the work 
of Hofstede is widely used in several surveys of MCS and national culture and therefore it is 
easy to make comparisons between the studies. The final reason is that Hofstede conducted 
his research at one company. In other research to national culture that is done at different 
companies, it is not always clear if differences are the result of a different national culture or a 
different organisational culture. By conducting the research at one organization, all 
differences between countries that occur, are differences that say something about national 
culture. 
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In order to prevent that the research would be too large to manage, I initially made the choice 
to use only one of Hofstede’s dimensions, namely individualism/collectivism. Together with 
power distance and uncertainty avoidance, this is one of the most used dimensions in surveys 
(Harrison, 1999) and can therefore perfectly used for comparison with other surveys. The 
evidence until today also indicates that individualism is the most important dimension of 
national culture, especially when contrasting Western and Oriental culture (Chow, 1999). 
Especially individualism/collectivism is widely used in studies where national culture and 
PMS are compared. In these studies Western and Oriental cultures are often compared.  
Taras (2010) did an analytic review of Hofstede’s cultural value dimensions. One of the 
elements of his study, was the predictive power of the cultural values as main effects on 
organizationally relevant outcomes because of the overreliance on individualism/collectivism 
compared to Hofstede’s other dimensions. Despite this overwhelming popularity in previous 
research the results showed that it did not have any meaningful predictive power differences 
compared to the other three values, and its overall predictive power was about average.  
According Hofstede, the difference in scores on a dimension between compared countries has 
to be above 20 points to be considered as different. Besides of this it is also interesting to 
investigate two opposite countries because differences will easily be visible between the 
countries. The dimension that scores above the 20-point scale difference for Germany and 
The Netherlands is masculinity/feminity and was therefore originally included in this survey. 
Doney et al. (1998) says that there is a relationship between these dimensions, but explanation 
in more detail will follow in chapter 2.6. The difference between individualism/collectivism 
between Germany and The Netherlands is only 13 points (see table 2.1). This difference is 
small and it is harder to make too strong conclusions the influence of national culture.  
However, during processing of the interviews, strange results came up in the subject 
masculinity/feminity. For Germany there was a significant gap between the score on 
masculinity/feminity on Hofstede’s results and my results (score of 66.00 vs. 4.38). 
Furthermore, Cronbach Alfa scores for Germany on this subject was -0.2. At last, there 
seemed to be no clear relation with the other variables. That is why I decided to leave 
masculinity/feminity out of the research. 
 
2.2.1  National culture in The Netherlands 
 
One of the features of the Dutch national culture is the management principle with the need 
for consensus among all parties, neither predetermined by a contractual relationship nor by 
class distinctions. This is based on an open-ended exchange of views and a balancing of 
interests (Hofstede, 1993). When you do a business deal with the Dutch, it is not very 
common to come to a concrete agreement immediately. The Dutch prefer to know their 
business partner before you come to the content of the deal, (see The Dutch German Trade 
Board, or De Nederlands Duitse Handelskamer). 
A comparison of Dutch and American students about their ideal job after graduations shows 
that Americans have more importance to earnings, achievements, benefits, a good working 
relationship with their boss, and security of employment. The Dutch attached more 
importance to freedom to adopt their own approach to the job, being consulted by their boss 
in his/her decisions, training opportunities, contributing to the success of their organization, 
fully using their skills and ability in helping others (Hofstede, 1993). 
Leadership in The Netherlands presupposes modesty, as opposed to assertiveness in the 
United States. In The Netherlands, there is furthermore a built-in premium on mediocrity and 
jealousy, as well as time-consuming ritual consultations to maintain the appearance of 
consensus and the pretence of modesty (Hofstede, 1993). This is also shown in the fact that 
Thesis R. Rusche 
 
 
14/80 
the Dutch do not have the preference for the usage of titles or other status symbols such as 
luxurious cars. This is for instance more common in Germany (De Nederlands Duitse 
Handelskamer). 
The Dutch are also mostly oral minded in their communication, whereas the Germans prefer 
written communication. 
At last, it is common in The Netherlands to call your colleagues by their first names, even the 
ones higher in the hierarchy of the organization (De Nederlands Duitse Handelskamer).  
 
2.2.2 National culture in Germany 
 
The Germans are highly skilled and responsible workers that do not necessarily need a 
manager to motivate them. They expect their boss or Meister to assign their tasks and to be 
the expert in resolving technical problems. Comparison of similar German, British and French 
organizations show the Germans as having the highest rate of personnel in productive roles 
and the lowest both in leadership and staff roles (Hofstede, 1993).  
Germany has a culture with a high amount of communal solidarity and have a reputation for 
orderliness and discipline. It is also a country where members enjoy playing by the rules, 
thereby reinforcing a sense of belonging to a distinct cultural group (Fukuyama, 1995) 
The Germans also have a reputation for going to their work with great intensity and 
seriousness; they are also not known for lightness of touch or a sense of humour. The 
obsession for order often shades into fanaticism of both positive and negative sorts. In the 
former category is the long tradition of perfectionism among the Germans, whose 
contemporary industrial manifestation lies in their great gift for precision manufacturing. On 
the other hand, their communal solidarity within the national community weakens their regard 
for people who stand outside it; no other country than Germany has been known for its 
friendliness to foreigners, and became notorious for their brutality to the people they 
conquered and ruled. In the past, their passion for order leads them to dictatorship and 
unthinking submission to authority (Fukuyama, 1995). 
The Dutch German Trade Board also gives a few interesting features of the German culture. 
One of them is that a well groomed appearance says something about one’s competence. For 
the Germans it is very important to show your expertise. In The Netherlands, it is very normal 
to say thee and thou, but is completely unthinkable in Germany. In addition, aspects such as 
an academic title or the car you drive to an appointment are of greater importance in Germany 
than in The Netherlands. For Germans it is also important that its counterpart has 
“Fachwissen” or expertise that is required to fulfil a project. The helicopter view and the “I 
will manage it” attitude of the Dutch has to be exchanged in a solid preparation where its 
expertise can be shown. Another difference between Germany and The Netherlands is the 
consultation structure. In German meetings, the decisions are usually made before the meeting 
and most of the times the decisions are taken by the director. Germans often don’t feel 
themselves taken serious when Dutch negotiating partners enter the meeting with decision 
makers lower in hierarchy. Most of the times, the direct negotiation partner in Germany is not 
responsible for the final decision. A plan has to be approved by several departments and after 
that it has to be approved by the director. That is the reason why you cannot expect an answer 
today or tomorrow. Cooperation in Germany is based on long lasting relations and is of great 
importance and will not be set aside easily (De Nederlands Duitse Handelskamer). 
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2.3 How to use the performance measurement system?  
 
This chapter begins with a general definition of the performance measurement system. After 
that, the use according to Simons will be described. 
 
The performance measurement system finds its origins in the management control system 
(MCS). Anthony & Govindarajan (1995) define management control as ”the process by 
which managers influence other members of the organization to implement the organization’s 
strategy.” Simons (1995) gives an alternative definition: “Performance measurement and 
control systems are the formal, information-based routines and procedures managers use to 
maintain or alter patterns in organizational activities.” 
 
The definition of Anthony & Govindarajan is more general in wording and Simon’s definition 
can be seen as a further specification of this. Simons specifies the term process by referring to 
formal, information based routines and procedures. Both definitions have one clear similarity 
in the fact that they both refer to managers. In the definition of Anthony & Govindarajan, 
managers influence other members whereas Simons is specifically talking about maintaining 
and altering patterns. The last aspect is the organization’s strategy of which the organizational 
activities in Simon’s definition are a derivative. This is further confirmed by Simon’s  
(2000, p5) specific definition of a performance measurement system “that assists managers in 
tracking the implementation of business strategy by comparing actual results against strategic 
goals and objectives. A performance measurement system typically comprises systematic 
methods of setting business goals together with periodic feedback reports that indicate 
progress against those goals.” 
 
The levers of control framework of Simons works together to benefit a firm and constists of 
four control systems: beliefs (e.g. core values), boundary (e.g. behavioural constraints), 
diagnostic (e.g. monitoring) and interactive (e.g. forward-looking, management involvement) 
(Simons, 1995 and Widener, 2007). 
In Simons’ (1995) terminology, boundary systems and diagnostic control systems are 
synonymous for respectively constraints and objectives. Besides these, Simons gives two 
other levers that can be used in developing a comprehensive PMS for complex/decentralized 
organizations, namely beliefs systems and interactive control systems.  
 
Beliefs systems “are the explicit set of organizational definitions that senior managers 
communicate formally and reinforce systematically to provide basic values, purpose and 
direction for the organization” (Simons, 2000, p276). The beliefs system is communicated 
actively to provide a compass for action and gives all employees a snese of pride and purpose. 
In dynamic environments there must be some self-control placed on employees to stop them 
from engaging high-risk behaviors. This self-control is the boundary system, which acts as an 
opposite of the beliefs systems. 
 
Boundary systems “communicate specific risks to be avoided. The most basic are those that 
define and communicate standards of business conduct for all employees. These are 
commonly called codes of business conduct” (Simons, 2000, p278-p279). Its purpose is to 
allow employees freedom to innovate and achieve within certain pre-defined areas.` 
The boundary and beliefs systems are similar in that they both have the intention to motivate 
employees to search for new opportunities. However, the boundary system does so in a 
negative way through the constraint of behavior while the beliefs system does so in a positive 
way through inspiration.  
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Diagnostic control systems “are the formal information systems that managers use to 
monitor organizational outcomes and correct deviations from preset standards of 
performance. Any formal information system can be used diagnostically if it is possible to (1) 
set a goal in advance, (2) measure outputs, (3) compute or calculate performance variances, 
and (4) use that variance information as feedback to alter inputs and/or process to bring 
performance back in line with preset goals and standards” (Simons, 2000, p209). The PMS is 
used diagnostically when managers put the organization on cruise control and managers 
mostly get periodically exception reports (management by exception).  
Diagnostic control systems are used on an exception basis to monitor and reward achievement 
of specified goals through the review of critical performance variables or key success factors. 
Attention needs to be paid to five areas in order to let the diagnostic system work effectively, 
namely: to set goals, align performance measures, design of rewards, and review of 
exceptions. Risks in the use of diagnostic control systems are: measure the wrong variables 
(what gets measured, gets managed), building slack in goals and gaming the system (Simons, 
2000, p211-214). 
 
Interactive control systems “are the formal information systems that managers use to 
personally involve themselves in the decision activities of subordinates. Simply stated, 
interactive control systems are the hot buttons for senior managers. They provide the 
information that the boss pays a lot of attention to and are used to create an ongoing dialogue 
with subordinates” (Simons, 2000, p216). At the diagnostic systems, the cruise control was 
used as an analogy and with the interactive use, it is more like the National Weather Service 
that measures at different stations all over the country. Based on predicted changes, action 
plans are adjusted and preparations can be made from impeding threats (Simons, 2000). 
Interactive control systems are measurement systems that are used to focus attention on the 
constantly changing information that top-managers consider to be of strategic importance. A 
characteristic of interactive control is senior managers’ strong level of involvement and they 
pay frequent and regular attention to interactive control systems and get personally involved 
in them. This is also a sign to the rest of the organization to focus attention on strategic 
uncertainties and place pressure on operating managers at all levels of the organization. It also 
motivates information gathering, face-to-face dialogue and debate. (Bisbe & Otley, 2004) 
An interactive control system is not a unique kind of control system; every control system can 
be used interactively if it meets the following requirements: information must be understand 
easily, the system must contain information about strategic uncertainties, must be used by 
different managers of different layers in the organization and it must generate action plans 
(Simons, 2000, p220-221). 
 
The definition of Simons of management control systems is more specific than Anthony & 
Govindarajan (1995) and therefore used in this research. I would like to use two types of use 
of the management control system defined by Simons, namely the use of the diagnostic 
control systems and the interactive control systems. The beliefs systems and boundary 
systems are not taken into consideration, because research is conducted in one organization 
where the boundary and beliefs systems are the same. 
 
2.4 What is the relation between national culture and the different use of the 
performance management system? 
 
Virtually all management control system contingency-based surveys about management 
control systems that studied the influence of culture, used the Hofstede values as a basis (see 
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Chow et al (1998, 1999), Dahl (2005), Harrison (1993), Harrison & McKinnon (1999), 
Kachelmeier & Shehata (1997), Van der Stede (2003)). “Contingency-based research in 
management control system has examined associations between cultural dimensions and 
elements of structure such as standardization, decentralization, and control system 
characteristics such as formality on controls, reliance of accounting performance measures 
and budgetary participation. Overall, the research has provided mixed results as to whether 
culture does have effects across aspects of management control system. There are few areas 
where consensus can be drawn. This is because studies have examined different combinations 
of cultural dimensions and have considered aspects of management control system in different 
ways” (Chenhall, 2003). Consequently, there is little overlap between studies to enable 
themes to be drawn or comparisons made and generalizations developed (Chenhall, 2003). 
Harrison and McKinnon also conclude this in their research of 1999 in which they give an 
overview of all conducted research on national culture and management control system. In 
this overview, it was very clear that almost all studies used Hofstede as a basis. The following 
are examples of studies that have examined accounting controls and (national) culture.  
 
In 1985, Daley et al. already studied the attitudes towards financial control systems by 
controllers and line managers in the United States and Japan. This study reported significant 
differences between controllers and managers in the two countries. Relative to U.S. 
controllers, Japanese controllers were more concerned with controllability, autonomy in 
making purchases and having slack in budgets. They were also less concerned with 
participation in budget development, more concerned with evaluation using budgets, more 
concerned with using dollar values and more favourably disposed toward analytic approaches. 
A limitation of this study is that only differences in attitudes towards financial control systems 
are compared and not practices towards financial control systems. It is an assumption that 
different attitudes lead to differences in practices, but this may not be the case. Institutional 
and/or firm constraints may limit the ability of controllers or managers to influence formal 
control techniques. In particular, the organizational role of the controller may differ between 
the U.S. and Japan. An additional limitation in this study could be the organizational 
differences such as the degree of decentralization in the firms. For example, in a decentralized 
firm, the controller may support the use of budgeted profit as a measure with which to 
evaluate a manager’s performance because profit is clearly associated with the manager’s 
actions. A controller in a centralized organization may not be as supportive of the use of a 
comparison of actual an budgeted profit as a measure of a manager’s performance because it 
is the outcome of decisions which the manager has not made, and thus has little control over. 
In this study, it might be possible that the response to some specific questions might be 
influenced by the degree of decentralization. 
The results of the study suggests that U.S. managers who wish to design financial control 
systems for foreign divisions in Japan (or vice-versa) may wish to consider modifications to 
the typical domestic system, or they should at least be aware of the potential differences in 
responses to the system. Examples of differences are for example, budget development, 
evaluation against budgets, long-term/short-term orientation of budgets, use of budget slack 
and the use of analytic tools in developing inputs to the budget process. 
 
Harrison (1993) studied the relationship between reliance on accounting performance 
measures and job related tension and high job satisfaction between Singapore and Australian 
managers. Singapore is a country with high power distance and low individualism and 
Australia is a country with low power distance and high individualism. 
Harrison concluded that low job related tension and high job satisfaction was stronger for 
Singapore managers, the explanation being that these managers had low individualism and 
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high power distance compared to Australian managers. A limitation of this study is that the 
results are based on a two-nation sample. 
 
Another two-nation sample is the exploratory research, done by Birnberg and Snodgrass 
(1988). They conducted an exploratory research where they compared the perceptions of 
management control systems among workers in U.S. and Japan. It was stated that - because of 
the shared values and norms present in the Japanese culture and the cooperation by that 
culture - the bureaucratic procedures will be less in Japanese firms. However, the Japanese 
workers will be as aware of the presence of the controls as their U.S. counterparts will. This 
means that the less bureaucratic management control systems will be perceived to be as 
explicit by Japanese workers as the more bureaucratic management control system is by U.S. 
workers. The study also concluded that in more homogeneous cultures (like Japan), the 
company’s management should spent more on communicating across organizational levels. In 
the heterogeneous cultures (like U.S), a company’s management should pay more attention to 
procedures and incentive systems which is not necessary in a homogeneous culture with a 
positive work attitude. An issue that was outside the scope of this research but rose by the 
findings is the extent to which Japanese firms are able to spend less on control than their 
counterparts in the U.S. are. It would appear that Japanese companies only need information 
to aid in decisions, while their U.S. counterparts also need the information to support control 
elements of the system on top of that. 
 
Van der Stede (2003) did another research about national culture and the management control 
system. This paper examined if variations in national culture at business-unit level, trigger 
adjustments in the corporate management control systems of multinationals to fit local 
business-unit circumstances. Van der Stede also speaks about intracorporate isomorphism. 
Those are the institutional forces towards uniformity, where corporate management control 
systems are implemented or modified without taking into account national culture or other 
environmental effects.  
In this study, two approaches for research on national culture will be explained. The first one 
is the “across business units’ approach” and has dominated most of the research in 
management control. This approach means that the MCS that is observed in different 
geographical locations are consistent with national culture predictions without regard to 
corporate-level effects of the parent company that the business units belong to. The second 
one is the “within firms’ approach” and addresses whether the observed MCS in different 
business units of the same firm vary with geographical location and are adjusted to local 
national cultures or are implemented uniformly throughout the corporation regardless of 
national culture differences at business unit level. It is the last approach that Van der Stede 
chose in his study, as well as he chose to use Hofstede as a basis regarding national culture. 
The findings of this study show that corporate-level effects drive variations in management 
control systems, which suggests that management control systems tend to be uniformly 
implemented within firms, despite local business-unit conditions. There are significant 
influences of the parent company on the management control system that implies that the 
management practices of the foreign business-units are in line with those of the parent 
company. There are also some limitations in this study I would like to address. A majority of 
the studied countries is part of Western Europe, which means that the conclusions only apply 
for these countries. Besides of that, the study is limited to a part of the management control 
system, namely budgetary control systems and associated incentives. Finally, there could also 
be other factors that influence the management control system such as industry effects, levels 
of risk, rates of growth or business unit effects as size, strategy, past performance and degree 
of functional integration. On the other hand, there might also be individual manager effects, 
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such as tenure, education and leadership. Overall, the study of Van der Stede concludes that 
most of these limitations are not applicable to my study, because this study is conducted at 
one firm in the same business-unit. 
 
Harrison and McKinnon (1999) wrote a paper with an overview of cross-cultural research in 
management control systems. They concluded that the researches until that time, had little 
overlap and MCS characteristics were differently used. This makes it hard to make overall 
conclusions. They also say that future studies to national culture and management control 
systems should aim more on the interplay between culture and issues such as information and 
experience sharing behaviours within organizations, risk taking and innovative propensities, 
and the development and maintenance of flexible organization structures and interaction 
patterns, such as the use of fluid workgroups and teams.  
 
Chow et al did a comparable study to this one, in 1999. They investigated the effects of 
national culture on firms’ design of and employees’ preference for management controls. The 
data is collected from Taiwanese managers working in six of Japanese-, Taiwanese-, and 
U.S.-owned, size matched computers/electronics firms in Taiwan. This study has used 
Hofstede’s national culture theory to preserve comparability to prior studies. In order to 
facilitate an integrative evaluation of these studies it could be used as a basis for deriving 
predictions. This study found no significant mean difference between U.S. and Taiwan for 
both design level and design-preference similarity. The U.S. firms have adjusted their home-
country controls so that the controls they used in their Taiwanese operations were similar to 
those of the Taiwanese-owned firms and their Taiwanese employees’ preferences. The 
Japanese countries also modified their home-country controls for transfer to Taiwan. There is 
also an interesting example in this paper, where a company is mentioned which uses a 
worldwide common management structure and systems for control, information and rewards 
to promote information sharing and coordination. “To the extent that a common global control 
system is consistent (or, conversely, inconsistent) with local employees’ culture based 
preferences, it should affect such outcome variables as job effort, stress, performance, 
satisfaction, and turnover intensions. Extending the scope of investigation to include these 
other variables and tradeoffs can produce a more complete understanding of the importance of 
national culture in management control system design and preference.” 
 
Chow et al (1998) deliver another evidence of the effect of national culture on performance. 
This experimental study has investigated the effects of one work-related cultural value 
(individualism) on employee’s preferences and actions in team-based work settings. Subjects 
from U.S. represented a high individualism culture, while Chinese nationals from Taiwan 
represented low individualism culture. It was expected that the U.S. managers would prefer 
the more individualistic performance measures, but the opposite seems to be true. The U.S. 
subjects chose more, rather than less, team-based pay than their Taiwanese counterparts did. 
They also chose to work under the same performance measures and levels of perceived 
interdependence as their Chinese counterparts and made greater personal sacrifices for their 
teams. Analysis of the responses revealed that the U.S. subjects were more concerned than 
their Chinese counterparts about their own and their teammates’ individualistic tendencies. 
Therefore, they selected performance measures that restricted them and their co-workers in 
order to promote team-oriented behaviour. An interesting conclusion of this research is that it 
is stated that for purposes of designing MCS across national boundaries, this implies that 
cultural differences should not simply be accepted as constraints to be responded to. It should 
really take into account how local employees adapt design choices voluntarily. 
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A culture consists of a variety of elements. These include values, beliefs and patterns of 
behaviour. Thus when management control systems are discussed in a cross cultural context, 
it adds another dimension to the analysis. Members of different culture groups may react 
differently to the same control mechanism or require different control mechanisms to achieve 
the same behaviour. Thus, there is no reason to believe that a single management control 
system is appropriate for all culture groups (Birnberg & Snodgrass, 1988). 
 
At last, I would like to mention the relation between masculinity/feminity and performance 
measurement system. Masculinity refers to the preference for achievement, assertiveness and 
material success, and feminity places a greater importance on maintaining relationships, 
caring for others and the quality of life (Chow et al, 1994; Van der Stede, 2003). One can 
imagine that organizational members’ desire for achievement and competition in masculine 
countries needs stronger focus on performance, meeting targets and relative performance 
evaluations and for those tighter standards are more challenging (Chow, 1999; Van der Stede, 
2003). In feminine countries, emphasizing bottom line performance without taking into 
account the well-being of members is likely to be less accepted or even counterproductive 
(Van der Stede, 2003).  
 
To summarize this chapter, it can be said that mostly the performance measurement system is 
adjusted to the national culture. A limitation on these studies is that most of the time the 
studies are conducted on only two countries. Furthermore, all researches are mostly done in 
different companies with the result that company culture effects could influence the outcome 
of the study. Sometimes even companies are compared that operate in different industries. 
 
2.5 What is the relation between trust and performance measurement systems?  
 
In this chapter, the two mainstreams of trust in relation to performance measurement systems 
will be described. After that, the approach for this study of these subjects will be discussed. 
 
Fukuyama (1995) defined trust as follows: “Trust is the expectation that arises within a 
community of regular, honest, and cooperative behaviour, based on commonly shared norms, 
on the part of other members of that community”. Trust is not necessary for cooperation: self-
interest with legal mechanisms such as contracts, compensate with the absence of trust and 
allow strangers to create a common organization that works according a common goal. The 
forming of groups does not depend on culture. 
Where contract and selfish/egoism are important sources of relationships, the most effective 
organisations are based on societies of shared ethical values. These societies do not need any 
extended contracts or legal regulations because the moral consensus of the members of the 
group is the basis of trust. 
People that do not trust each other can only cooperate in a system of formal rules and 
regulations that has to be negotiated and consensus has to be found about it. This legal device 
serves as a substitute for trust and economist call this transaction costs. In societies with high 
trust, there will be no transaction costs. 
 
According Langfield-Smith & Smith (2003) there are two mainstreams of trust. The 
researchers of the first stream claim that control mechanisms and trust can work together 
simultaneously or are complementary (Zaheer & Venkatraman, 1995; Goold & Campbell, 
1987; Das & Teng, 1998). The researchers in the second stream claim that control 
mechanisms could damage trust (see for example Lorange & Roos, 1992). 
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Coletti et al. (2004) is part of the first stream, namely that a strong control system can enlarge 
trust and will have a positive effect on future cooperation at the end. This theory supports on 
the findings of the Fundamental Attribution Error, namely the tendency to attribute others’ 
behaviour to dispositional rather than situational characteristics. Psychology questions how 
fundamental this bias actually is. Specifically, the degree to which this bias exists depends on 
cultural factors. In the end of Coletti’s paper, an interesting proposal for further research is 
done, namely how control influences cooperation in other cultures. 
 
Vélez et al. (2008) concludes that even in a situation where trust is in a stable situation, MCS 
can bring even more trust. “High trust provides a platform where success encourages the 
partners to cooperate further, demanding, in turn, more MCSs and greater levels of trust to 
support cooperation.” 
 
Christ et al. (2006) is part of the second stream and thinks that prior research provides 
conflicting evidence regarding the effects of formal control on trust and cooperation. On the 
one hand, formal control fulfils the intended role of promoting cooperation by explicit 
incentives to refrain from self-serving opportunistic activities. On the other hand, formal 
control is often interpreted by the controlled party as a signal of mistrust, resulting in a 
negative effect on trust. Because effective control systems rely on both formal and informal 
controls, control system designers need to consider the nature and strength of the mistrust 
signal (a hidden cost) created by the formal controls under consideration. 
 
In the theoretical framework, you can see that a relation is supposed between trust and the 
type of use of the management control system, or more precisely the interactive and the 
diagnostic use of the management control system. Unfortunately, I did not found any 
supportive documentation about this relation, but only the relation between trust and 
management control systems. Nevertheless, for this research both research streams will be 
considered: the interactive use and trust are positively correlated, while the diagnostic use and 
trust are negatively correlated. 
 
2.6 What is the relation between trust and national culture? 
 
In this chapter, the relation between national culture and trust is discussed. At first, the work 
of Fukuyama will be explained and after that, a few other interesting surveys on this topic will 
be mentioned. 
 
In the literature, there is not only a relation between trust and management control systems, 
but also between trust and national culture. Fukuyama explains this in his book of 1995 
“Trust: the social virtues and the creation of prosperity” where he describes the relationship 
between trust and the performance of a country’s economy. This book shows that one of the 
most important lessons we can learn from an examination of economic life is that a nation’s 
well being, as well as its ability to compete, is conditioned by a single pervasive cultural 
characteristic: the level of trust inherent in the society. The term “social capital” forms an 
important definition in this book. Social capital is the possibility to let people cooperate for a 
common goal in groups and organizations. Nowadays the capital is no longer in machines, 
land, factories, etc. but more in the knowledge and experience of the human being.  
“Culture forms all aspects of human behaviour, including economic behaviour. The Chinese, 
Korean and Italian preference for family, Japanese attitudes toward adoption of nonkin, the 
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French reluctance to enter into face-to-face relationships, the German emphasis on training, 
the sectarian temper of American social life: all come about as the result not of rational 
calculation but from inherited ethical habit”. 
 
Fukuyama introduced the term spontaneous sociability as a subset of social capital. 
Spontaneous sociability refers to a big range of intermediate societies other than family or the 
ones that are determined on purpose by the government. Governments often have to act to 
promote the society when there is a lack on spontaneous socialization. However, a state 
intervention contains also risks because it can easily undermine the spontaneous societies 
formed in the social society. 
Spontaneous sociability is critical in the economic life because almost all economic activity is 
more carried out by groups than by individuals. Before prosperity can be created, people have 
to learn to work together and when there is considerable evolvement, new organizations can 
be developed. Where we relate economic growth with technological development, 
organizational innovation played an equal or even a bigger role since the beginning of the 
industrial revolution. 
 
There are three broad paths to sociability: 
1. Based on family and kinship; 
2. Voluntary cooperation outside kinship such as schools, clubs and professional 
organizations; 
3. State. 
 
Subsequently, there are three ways of economical organization that correspond with every 
path: 
1. Family business; 
2. Professional managed corporations; 
3. State-ownership and state-sponsored businesses. 
 
Numbers 1 and 3 are strongly related to each other. Cultures where family and kinship are 
important find it most of the time difficult to create long and sustainable economical 
organizations and ask the state to initiate and help in this. Cultures that aim on voluntarily 
cooperation have the ability to create economical organizations spontaneously, without help 
of the government. 
 
Furthermore, family societies have weak voluntary relations because unrelated people do not 
have a basis of confidence in each other. Examples of this can be found in Chinese societies 
(like Taiwan, Hong Kong and China). The essence of Chinese Confucianism is the elevation 
of family ties above all other social obligations. France and parts of Italy do also share these 
features. Although familiarism is not as clear in every society as in China, there is a shortage 
of trust among people that are not related to each other, and is therefore a weakness in 
voluntary societies. In contrary to family societies are the ones with a high generalizable 
social trust and a strong will for spontaneous sociability (like Japan and Germany). America 
for example, has a rich network of voluntary partnerships. In Europe, USA and Germany 
companies are significantly bigger than in Italy and France. In Asia, the companies of Japan 
and Korea are much bigger than Taiwan and Hong Kong.  
Economies of relatively low-trust societies (Taiwan, Hong Kong, France, and Italy) are 
traditionally populated by family businesses.  
To end this part of Fukuyama, it is interesting to see that in societies with a high level of trust 
like Japan, people already created networks before the information revolution began; for low-
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trust societies, it will never be possible to gain the same advantages as high-trust societies out 
of the efficiency that the information technology offers. 
 
In their research about trust in large organisations, La Porta et al. (1997) show that trust leads 
to an improved cooperation and is in line with the findings of Fukuyama. It is furthermore 
interesting to note that countries with dominant hierarchical religions (such as Catholicism) 
trust is lower. In my opinion, this dominancy can be related to masculine countries. 
 
An interesting research is done by Doney et al. (1998) about the relationship between national 
culture and the development of trust. This research gives an interesting description of the 
development of trust (Calculative, Prediction, Intentionality, Capability, and Transference) 
which are subsequently related to the dimensions of Hofstede. This study reflects the general 
belief that trust is high, relationships strong, and motives benevolent in collectivistic cultures, 
while on the other hand trust is low, relationships weak, and motives calculative in 
individualistic cultures. Noorderhaven (1999) is very critical about this research because he 
thinks there are a few loose assumptions in this research. For example, the dimension 
“uncertainty avoidance” is related to risk and risk preference whereas Hofstede explicitly 
states that uncertainty avoidance should not be confused with risk avoidance. According 
Noorderhaven all the research on the topic of national culture and trust should focus more on 
how trust is experienced in different countries. For example, does trusting someone in Japan 
means the same as trusting someone in The Netherlands? (Noorderhaven, 1999) 
 
The research on international cooperation by Zaheer & Zaheer (2006), showed that as well as 
the nature of trust as well as the institutional and cultural bases for trust can differ across 
countries. In international cooperation, all partners meet each other, where all have different 
contexts about trust. This brings different motivations and acceptations about the behaviour of 
trust. People therefore can be more or less willing to invest in building trust. 
 
To conclude this chapter I would like to mention the work of Huff & Kelley (2003) which 
studied the influence of national culture on organizational trust. In this survey, data was 
collected from mid-level managers from large banks in Japan, Korea, Hong Kong, Taiwan, 
China, Malaysia and the United States. Interesting in this survey is the special interest in how 
trust differs for organizations from collectivistic and individualistic cultures. Trust is 
considered at both the individual (propensity to trust) and organizational (internal and external 
trust) levels. The types of trust, discussed in this survey are the following: 
 Trust: is defined as the willingness of a party (the trustee) based on the expectation 
that the trustee will perform a particular action important to the trustor, irrespective of 
the ability to monitor or control that other party (Mayer et al. 1995).  
 Individual propensity to trust: Organizational trust has its basis in individuals because 
it is the individual members that are trusted in the organization, rather than the 
organization itself (Zaheer et al. 1998). Organizational members’ trust for specific 
individuals or organizations will be partly influenced by their general propensity to 
trust (Mayer et al. 1995). Propensity to trust is often viewed as a personality trait 
(Mayer et al. 1995), but can also be influenced by the trust inherent in a society, which 
is shaped by that society’s future (Fukuyama, 1995). 
 External trust: External or interorganizational trust is the extent to which 
organizational members have a collectively held trust orientation toward a partner firm 
(Zaheer et al., 1998). 
 Internal trust: is the climate of trust within an organization, defined as positive 
expectations that individuals have about the intent and behaviours of multiple 
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organizational members based on organizational roles, relationships, experiences, and 
interdependencies. Organizations with high levels of internal trust are more successful 
(Shockley-Zalabak et al., 2000). 
 
This study found that in contrast to the popular notion that trust is higher in collectivistic 
cultures, it is found that individuals from collectivistic cultures have a stronger in-group bias 
which results in lower propensities to trust and organizational trust for external partners. If 
this low level of trust towards externals is true, they could be handicapped in their ability to 
develop trusting relationships in the world economy. Group members of collectivistic cultures 
always have a strong sense of dependence and loyalty to their group and have less trusting 
attitudes and behaviours towards out-group than in-group members. This conclusion helps 
organizations from individualistic cultures to build relationships with collectivistic cultures. 
For this study, an extensive questionnaire was used and it introduced scales of organizational 
trust and propensity to trust and measures that compare trust for in-groups versus out-groups. 
Because of the interesting theme of this survey and the overlap with my study, the 
questionnaire of Huff and Kelley is used. 
 
The questionnaire Hofstede used for his IBM study included the statement “Most people can 
be trusted”. It turned out that this was one of the statements of load on the dimension of 
masculinity versus feminity. In masculine societies, people hold the belief that most people 
cannot be trusted. As a result, one expects that in masculine societies, people would need to 
exert themselves more in order to appear trustworthy business partners, e.g. be certified or 
promise contracts, and more institutions would exist to cope with distrust, e.g. lawyers, 
weapons. Another defining question for this dimension was “In an ideal job, it would be 
important to work with people who cooperate well with one another”. The dimension has also 
been labelled performance orientation versus cooperation orientation. In a masculine culture, 
having colleagues who work well with one another is not deemed so important (GJ Hofstede, 
2006). 
 
To summarize this chapter, you can say that a lot of research is done on the relationship 
between trust and national culture and that a relationship between these two exists.  
For my research I would like to use the approach that there is a high internal trust at family 
cultures which are most often collectivistic cultures. In these cultures, external trust is often 
low. Cultures based on voluntary cooperation are often formed in individualistic cultures 
where external trust is high and internal trust is low.  
In individualistic cultures a company’s management should pay more attention to procedures 
and incentive systems which causes high transaction costs. This is not necessary in a 
collectivistic culture where transaction costs are low and procedures and incentive systems are 
not necessary (Daley, 1985). Therefore I would like to use the assumption that trust is high in 
collectivistic cultures and distrust is high in individual cultures. 
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3. Research set-up 
 
3.1 Introduction 
 
In this chapter the theoretical framework will be described and the hypothesis on which the 
framework will be tested and measured. After that the data collection and sources of data 
collection will be described. The chapter for data processing and data analysis describes about 
the selection of the research populations, set up and distribution of the questionnaires, 
literature study and other data gathering. The chapter ends with judging the quality of 
research design. 
 
3.2 Theoretical framework 
 
The following theoretical framework is used in this research: 
                      +
+ +
- +
                      +
Collectivism
Individualism
Interactive use PMS
Diagnostic use PMS
High Trust
Low Trust
 
Figure 3.1 Theoretical framework 
 
Explanation theoretical framework 
From national culture, the dimension individualism can be linked to a diagnostic use of 
performance measurement system and collectivism can be linked to an interactive use of 
performance measurement system. Individualism/collectivism is taken into account because a 
lot of research is done on these subjects and comparisons with other research can be made. 
 
In 1985, Daley et al. studied the attitudes towards financial control systems by controllers and 
line managers in the United States and Japan, where the United States is a typical 
individualistic country and Japan a collectivistic country. Daley’s study reported significant 
differences between controllers and managers in the two countries. Relative to U.S. 
controllers, Japanese controllers were more concerned with controllability
1
, autonomy in 
making purchases and having slack in budgets. They were also less concerned with 
participation in budget development, more concerned with evaluation using budgets, more 
concerned with using dollar values and more favourably disposed toward analytic approaches. 
These are typical characteristics of an interactive use of the performance measurement 
system. This leads to the following hypothesis: 
                                                     
1
 “Addresses the advisability of only including in budget items under a manager’s control, updating budgets for 
changes in the environment, and obtaining the manager’s explanations for variances in the budget” (Daley, 
1985). 
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Hypothesis 1 
Collectivism leads to an interactive use of the performance measurement system. 
 
Birnberg and Snodgrass (1988) conclude that bureaucratic procedures were less in Japanese 
firms. In heterogeneaous (or individualistic) cultures like the United States, a company’s 
management should pay more attention to procedures and incentive systems which is not 
necessary in a homogeneous (or collectivistic) cultures with a positive work attitude. Doney et 
al (1998) say that when trust is low, relationships weak and motives calculative in 
individualistic cultures. Therefore an interactive use instead of diagnostic use is expected and 
therefore the following hypothesis can be formulated: 
  
Hypothesis 2 
Individualism leads to a diagnostic use of the performance measurement system. 
 
Huff & Kelley (2003) quote several scholars that imply that trust is high in collectivistic and 
low in individualistic societies. A common theme is that because collectivists have a more 
interdependent world view, they place more importance on relationships and nurture them 
more care than individualists (note that the importance on relationships and nurture are also 
features of feminity). Japan is often used as a cultural model for fostering trust and 
cooperation. In Japan there is the concept Wa, or harmony, which involves sharing, 
cooperation, warmth and fellowship leading to trust in a work relationship. Attaining Wa, and 
ultimately trust is a major goal of the Japanese. In the US, firms rarely trust each other, while 
Japanese firms incur lower transaction costs than U.S. firms. Fukuyama (1995) refutes this, 
because he found that trust is high in the individualistic culture of the United States. 
Nevertheless I would like to follow Huff & Kelley and will use the following 2 hypotheses for 
this study: 
 
Hypothesis 3 
Trust is high at a collective culture. 
 
Hypothesis 4 
Trust is low at an individual culture. 
 
Fukuyama (1995) stated that a country with a low amount of trust has the tendency to more 
controls and I think that this will lead to a more diagnostic use of the PMS. At countries with 
a high amount of trust, there will be a tendency to fewer controls and the PMS will be used 
interactively. This leads to the following two hypotheses: 
 
Hypothesis 5 
National culture with a high amount of will lead to an interactive use of the performance 
measurement system. 
 
Hypothesis 6 
National culture with a low amount of trust will lead to a diagnostic use of the performance 
measurement system. 
 
3.2.1 Measuring the hypotheses 
 
Thesis R. Rusche 
 
 
27/80 
This chapter describes the way the hypotheses will be measured. 
 
Hofstede’s Values Survey Module of 1994 is used in order to measure the dimension 
collectivism/individualism to investigate hypothesis 1 and 2. The results of these questions 
will tell if the respondees of a country are individualistic or collectivistic and masculine or 
feminine. 
All content questions are scored on five point scales (1-2-3-4-5). Index scores are derived 
from the mean scores on the questions for national samples of respondents. Mean scores on 
five-point scales should preferably be calculated in two decimals. More decimals are 
unrealistic because survey data are imprecise measures (Hofstede, 1994). 
The index formula for individualism is: 
 
 IDV = –50m(01) +30m(02) +20m(03) –25m(06) +130 
  
In which m(01) is the mean score for question 01, etc. 
  
The index normally has a value between 0 (strongly collectivist) and 100 (strongly 
individualist), but values below 0 and above 100 are technically possible. 
 
The subject trust is investigated separately in the questionnaire by using the questions from 
the research of Huff & Kelley (2003). It was the idea to compare the outcomes of the subject 
trust with the outcomes on the dimensions of national culture to see if the proposed relations 
as stated in hypotheses 3 and 4 are true. 
In order to judge what the average score is on each of the trust subjects, the average of the 
arithmetic answers can be calculated. The results of the research must also be compared with 
the expected outcome. When you expect low trust on a certain trust subject and the answer 
range is from 1 strongly disagree until 7 strongly agree, and all questions are positively 
formulated towards low trust, than the expected outcome should be somewhere between 3.5 
and 7. This can be calculated at 5.25 ((7+3.5)/2)). This is also applicable for the opposite, 
when a negative answer is expected. 
 
The part of the questionnaire that investigates interactive and diagnostic use of the 
performance measurement system, are derived from Widener’s research (2007). It was the 
idea to compare the outcomes of these subjects with the outcomes on trust and national 
culture. With these outcomes hypotheses 1a, 1b, 2a, 2b, 5 and 6 can be measured. 
To judge the average score on the two types of use of the performance measurement system, 
the average score could be calculated. Here we have to keep in mind that some questions were 
negatively formulated. In order to calculate the right arithmetic average, to calculate the right 
Cronbach Alfa, to calculate descriptive statistics and do the Anova test, the outcome of the 
questions had to be reversed. For example: in the range from 1 till 7, the outcome had to be 
deducted from 7. The outcomes also had to be compared with the expectations. When a low 
score on a subject means a certain use of the performance measurement system, the expected 
outcome should be somewhere between 1 and 3.5 and can be calculated at 2.25 ((1+3.5)/2). 
 
 
3.3 Data collection and sources 
 
Some studies only rely on one source of evidence. The research will be stronger when data is 
collected from many different sources of evidence. It also allows an investigator to address a 
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broader range of historical and behavioural issues (Yin, 2009). The use of different sources of 
evidence is also called triangulation. For this research, several information sources are used. 
 
Literature 
 
The start for every research lies in the theory you can find about the research subjects. The 
result of the literature study can be used to set up the theoretical framework and thereafter 
questionnaires can be found in the literature. Research sources you can use are the several 
scientific journals that you can digitally view on the internet or in university libraries. Other 
literature sources are books about the several subjects. Literature forms also the basis on 
which different theories can be filtered and can be tested in the research. 
 
Media 
 
Media has a more supportive function for the research and gives the opportunity to provide 
the research with the latest developments but can also lead to a better interpretation or can 
give more support on the research results. Examples are interviews with prominent members 
of the organisation where the research is executed, articles about the organisation or articles in 
newspapers etc. about the topics of this research. 
 
Interviews 
 
This source of information will be used to get confirmation or additional information on the 
research populations and research results. 
 
Other documentation 
 
Other documentation is also supportive and serves as a reinforcement of the research. 
Examples of other documentation are (annual) financial reports, procedures or information on 
intranet.  
 
3.4  Data processing and data analysis 
 
In the previous chapter, the different research sources about data collection were discussed. In 
this chapter a description will follow on how the data will be processed and analysed. 
 
3.4.1 Selection of research populations 
 
The research is conducted at the company I currently work for. The reason for this is that the 
research would than be more interesting for me and gathering the information would be 
easier. This can also be a disadvantage because there might be doubts about the objectivity of 
the researcher. I tried to keep the research objective by informing the respondents that the 
questionnaires would be processed anonymously.  
The company where the research is conducted is one of the world’s leading logistics 
companies, with more than 61,500 employees at 900 locations in over 100 countries. Its 
strong market position lies in seafreight, airfreight, contract logistics and overland businesses, 
with a clear focus on providing IT-based lead logistics and supply chain management 
services. 
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In this company there are 3 main business fields at which the research can be done, namely 
Seafreight, Airfreight and Contract Logistics. The last one is my personal favourite because I 
work in this business field and the results of the research would be more interesting for me 
than other business fields. From a practical point of view, this business field is also favourite 
because gaining information and getting in contact with people would be easier for me. In this 
business field, customers outsource the storage of their products to a logistics provider. The 
logistics provider makes sure that the goods are stored in the warehouse and they will deliver 
the goods to the customer of their customer on the right place and time. 
 
Initially I chose to conduct my research at Western and Asian countries, because lots of 
research is done on these countries and makes it easy to compare results. The countries I 
initially chose were America, Japan and France. It is important to know that the countries 
were selected on the 20-point scale difference on Hofstede’s dimensions which was discussed 
in chapter 2.2. To ensure that the questionnaires would get to the right persons and to get the 
right response, the national finance director of The Netherlands contacted the responsible 
finance directors in these countries. After swap of countries and after several attempts to 
receive more questionnaires, the total number of received questionnaires was 10 (USA: 3, 
China: 1, Japan: 1, Korea: 1, France: 4). Unfortunately, this was too low to use for the 
research. After discussion with the finance director of The Netherlands, I concluded that 
expectancy to receive more questionnaires would be very low. That is why I chose two other 
countries for my research, namely Germany and The Netherlands. The reason I selected these 
countries, is that they fall in the same hierarchical region and the ties between these countries 
are very close which would be easier to receive a much higher number of questionnaires.  
 
3.4.2 Questionnaires 
 
The reason I chose questionnaires is that this is a fast way to get information from a large 
number of respondents. 
I chose to work with questionnaires that were used in other studies, because their success was 
already proved in other respected studies. For the subject national culture, I used the Values 
Survey Module 1994 of Hofstede and I only used the questions about the dimensions that 
apply to this research.  
For the performance measurement system, I used the parts about diagnostic and interactive 
control systems of the questionnaire of Widener (2007). 
The questions about trust are taken from the research of Huff & Kelley (2003). These 
questions are part of the World Values Survey. 
 
In order to reach a high response, the regional finance director of Central Europe got involved 
to translate the questionnaires into German and distributed the questionnaires to the right 
people. In The Netherlands, the controllers distributed the questionnaires. 
The questionnaires were sent to the branch managers and their managers in both countries. A 
branch manager is responsible for a warehouse in which he serves one or more customers. 
The questionnaires were sent to the same population in Germany as well as in The 
Netherlands. 
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    # of received # of used response rate used 
Country population questionnaires quesionnaires questionnaires 
Germany 30 16 16 53% 
The Netherlands 24 18 16 75% 
Total 54 34 32 63% 
 
Table 3.1 Received questionnaires and response rates 
 
Two questionnaires were kept out of the research because two of the respondents had the 
British nationality. Because national culture forms a major part of this research, they were 
excluded in the research. 
 
From all the respondents, there was only one female response in Germany. The average age 
of the respondents was 35-39 years for The Netherlands and 40-49 years for Germany. The 
average education was 16 years for The Netherlands and 14 years in Germany. At last, all 
respondents were managers. 
 
According the study of Taras (2010), the predictive power of the cultural values was stronger 
for managers/employees compared to students, older versus younger respondents and males 
rather than females, and those with more education. These factors could be viewed as cultural 
amplifiers, strengthening the effects of cultural values.  
 
According Hofstede (1994), the minimum number of respondents per country to be used in 
comparisons is 20. Below that number, the influence of single individuals becomes too strong. 
The ideal number is 50. It is even better to use more than one respondent sample per country, 
such as men and women, or people of higher, middle, and lower education. In this case, of 
course, the numbers 20 and 50 apply to each separate sample. Unfortunately, the minimum 
limit is not reached but with these response rates, the outcomes for these groups are relatively 
valid. Nevertheless, an outcome of 16 used questionnaires is too low to set strong conclusions 
about the research themes for these countries. 
 
3.4.3 Interviews 
 
For this research I held two interviews; one with the national controller of The Netherlands 
and the contract logistics controller of Germany. 
 
The goals of these interviews were: 
- Explanation for the results of the questionnaire; 
- Discuss striking outcomes on answers of the questionnaire; 
- Ask for additional information that was not asked for in the questionnaires 
 
After processing the results of the questionnaires per country, the most striking outcomes on 
questions were addressed as an interview question. On certain subjects of the questionnaires, 
it was clear what the conclusion was. The conclusions were not shared in the interview, but an 
open question was asked to get a fair answer on the question (e.g. “Is there a more interactive 
or diagnostic use of the PMS?”). Because most of the interview questions had the purpose to 
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verify or clarify the outcomes of the questionnaire, the interview type became a structured 
interview. When the answers on the questions were not clear to me or the questions was 
wrongly understood, more questions followed in order to get the answer that fits my intention 
of the question. 
The interview with the Dutch national controller was held face to face and took approximately 
45 minutes. The interview with the German contract logistics controller was held by phone 
and took approximately one hour. The interviews can be found in attachment 5 and 6. 
 
It is important to notice that two interviews do not have the same strength as the in total 32 
used questionnaires. The information of the questionnaires is just used for explanatory 
purposes and could place certain outcomes in a different focus. 
3.4.4 Literature study 
 
Several scientific journals and books are studied on the area of management accounting and 
control, performance measurement, national culture and trust.  
In the beginning, the amount of literature found on these subjects was quite large, but after 
you exactly know on which specific items your research is about, the selection and search 
criteria will be more specific. 
 
3.4.5 Media 
 
This information source is mentioned because it might happen that in other media than 
scientific literature, relevant information can give explanatory or additional information on 
the findings of this research. 
 
3.7.6 Other documentation 
 
Other information, such as management information to run the business of a branch manager, 
was asked for in the interviews and can give a better understanding on the usage of the PMS. 
 
3.7.7 Judging quality of research design 
 
Because a research design is supposed to represent a logical set of statements, you can also 
judge the quality of any given design according to certain logical tests. Tests that are 
commonly used to establish the quality of any empirical social research are construct validity, 
external validity and reliability. 
 
Construct validity 
 
Construct validity identifies if the correct operational measures for the concepts are being 
studied. The design of a questionnaire that measures a certain construct, starts with the 
definition of a concept and is the basis for the scale of measurement. After this, the questions 
have to make and has to be judged. The judgement can be done by a group of experts (face 
validity) or with a pre-test. After that, the right questions had to be selected based on theory 
and subjectivity. Than, the questionnaire can be pre-tested with statistical techniques such as 
factor analysis and reliability tests. With factor analysis, the best questions (with high factor 
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scores) can be selected and with reliability tests such as Cronbach’s Alpha it can be tested if 
the questionnaire tests the right construct and validity of the questionnaire can be secured. 
Validity is the most crucial part of the questionnaire. 
Because the development of reliable and valid questionnaires is out of scope for this thesis, I 
chose for existing questionnaires that were used for the same purpose.  
 
However, Cronbach’s Alpha can also be used to measure internal consistency. Therefore the 
Cronbach’s Alpha is calculated on each item of the questionnaire. The scores are listed in the 
following table: 
 
 
Theme NL DE 
Individualism/collectivism 0.5 0.4 
Diagnostic use 0.9 0.8 
Interactive use 0.7 0.6 
Propensity to trust 0.7 0.7 
Propensity to distrust 0.7 0.7 
Propensity to internal trust 0.8 0.7 
Propensity to external trust 0.8 0.8 
 
Table 3.2 Cronbach’s Alpha research themes 
 
In theory, Cronbach’s Alpha can vary from minus infinite to 1, since it is the ratio of two 
variances. Values of 0.6 to 0.7 deemed the lower limit of acceptability (Hair, 2006).  
Individualism/collectivism has relatively low Cronbach Alpha’s. When I eliminate the 
German results of the question “to have excitement in one’s job”, the Cronbach Alpha scores 
goes up to 0.6 for the dimension individualism/collectivism. 
 
Note that the first three questions of interactive use are negatively formulated questions. In 
order to make a good comparison the questions were coded reversely. 
 
Unfortunately, the Cronbach Alpha’s was calculated after the interviews were held. Otherwise 
the interviews could be focused more on the topics that score below the Cronbach Alpha 
scores of 0.6 
 
External validity 
 
The meaning of external validity is defining the domain to which a study’s findings can be 
generalized (Yin, 2009). The research is conducted at one company, in one business field, two 
countries and in total 32 used questionnaires are part of the research. This is off course a very 
small population and makes it difficult to generalize the results and therefore external validity 
is low. 
 
Reliability 
 
When you demonstrate that the operations of a study can be repeated with the same results, 
than the study is tested on reliability. The objective is to be sure that - if a later investigator 
followed the same procedures as described and conducted the same research all over again - 
the later investigator should come to the same findings and conclusions (Yin, 2009). I aspired 
this by documenting the taken steps in this research. Reliability can be increased by 
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conducting the research at one company and in the same business field. Chow (1999, p442) 
says for example that it seems appropriate to test for the effects of national culture on 
management control systems by comparing samples from different national cultures, not 
controlling for other factors, such as firm size and industry, can significantly reduce the 
reliability of the results.   
Thesis R. Rusche 
 
 
34/80 
4. What are the results of the research? 
 
4.1  Results and analysis research The Netherlands 
4.1.1  Introduction 
 
The Dutch organization of the business field contract logistics consists of 19 branches. These 
branches are mainly located in the middle and south of The Netherlands. The branches are 
clustered into business units. A business unit represents the branches that can be linked to the 
type of customer they serve. In The Netherlands the distinction is made to branches that 
serves customers in Fast Moving Consumer Goods (e.g. Unilever, Mars, Kimberly Clark, 
Pepsico and Sara Lee), High Tech (e.g. Acer, Cisco Systems, HP and Kawasaki) and Returns 
(crate washing for customers as Albert Heijn and Vion). All branches have their own branch 
manager and the three business units have a business unit manager. Approximately 1500 fte 
are working in the Dutch contract logistics organization and there is 383.000 m2 of available 
warehouse space. 
 
Descriptive statistics 
 
Descriptive statistics quantitatively describes the main features of data-collection and are 
described in the table below. 
 
  The Netherlands 
  N Range Minimum Maximum µ σ 
Individualism/collectivism 16   4 - 20 6,00 14,00 8,69 1,92 
Diagnostic use 16 11 - 77 33,00 65,00 54,50 5,13 
Interactive use 16   6 - 42 20,00 30,00 24,00 3,05 
Propensity to trust 16   5 - 35 8,00 30,00 22,29 5,38 
Propensity to distrust 16   8 - 56 10,00 33,00 23,50 6,74 
Propensity to internal trust 16   5 - 35 8,00 24,00 17,94 3,66 
Propensity to external trust 16   5 - 35 9,00 23,00 17,81 4,40 
 
Table 4.1.1 Descriptive statistics The Netherlands 
 
The range varies depending on the number of items in the scale and for 
Individualism/collectivism, variables are measured on a 5 point scale and the rest of the 
subjects are measured on a 7 point scale.  
In the table above you can see that the standard deviation for individualism/collectivism is 
relatively low. A low or high average score for this item does not say very much, because the 
individualism/collectivism is calculated with a formula. However, the relatively low standard 
deviation gives an indication on the variation of the scores on this population. 
A high score for the rest of the subjects correspond with an emphasis on the measured subject. 
Note that a few questions of interactive use were negatively formulated. These questions are 
coded reversely for comparison purposes. 
 
4.1.2 Results national culture 
 
As previously mentioned, Hofstede’s Values Survey Module (1994) is used for this part. The 
respondents had to think about their ideal job, disregarding their present job. With this 
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mindset, people had to state their importance to the question, giving one of the following 
answers: 
    
Score Meaning 
1 of utmost importance 
2 very important 
3 of moderate importance 
4 of little importance 
5 of very little or no importance 
 
Table 4.1.2 Meaning of scores Hofstede 
 
The formulas to calculate the scores on Hofstede’s dimensions are described in chapter 3.2.1. 
 
Individualism/collectivism 
 
In the table below, you find the scores of The Netherlands regarding the questions to national 
culture: 
 
Questions individualism/collectivism Score NL 
Have sufficient time for your personal or family life 2.00 
Have good physical working conditions (good ventilation and lighting, adequate work space, etc.) 2.38 
Have security of employment 2.38 
Have an element of variety and adventure in the job 1.94 
Total score NL this research: 100.31 
Total score NL Hofstede: 80.00 
 
Table 4.1.3 Scores of The Netherlands on individualism/collectivism 
 
The higher the score on this dimension, the more collectivistic the country is. This research 
shows that The Netherlands score high on this dimension and score even higher than 
Hofstede’s research, which might mean that The Netherlands in this case are more 
collectivistic than the average of The Netherlands, namely 100.31 versus 80.00. 
It could be that national culture is subject to change, especially due to factors such as 
globalization (Menon, 2004). 
 
Because Cronbach Alpha is relatively low on individualism/collectivism, the interviews could 
reinforce or complement the outcomes of the questionnaires. There are a few subjects in the 
interviews that slightly hit this topic. It seems that bonuses are given to individuals and not to 
groups. In collectivistic cultures, bonuses are given to groups instead of individuals. There are 
also hints for collectivism. The facts that close contacts with external parties exists and 
managers are willing to give loans to customers, are more seen as business partners. This 
gives an intention to cooperation. 
 
4.1.3 Results use performance measurement system 
 
The part of the questionnaire about the use of the performance measurement system has its 
founding in Widener’s questionnaire (2007). Only the questions were used that dealt with the 
diagnostic use of the control system and the interactive use of the control system. Diagnostic 
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systems provide routine information to managers about key measures and progress to goals. 
Interactive systems require tremendous top management involvement (Widener, 2007). 
 
Diagnostic use control system 
 
In this part, the respondents had to rate the extent to which their (top) management team 
currently relies on performance measures, or performance measurement system. Ratings 
could be given in the range from one till seven. The score of one out of seven stands for a 
small extent to which their (top) management team currently relies on performance measures, 
or performance measurement system. The score seven out of seven stands for a large extent to 
which their (top) management team currently relies on performance measures, or performance 
measurement system.  
 
In the next table, you can find the scores of The Netherlands regarding the diagnostic use of 
the control system: 
 
Diagnostic use control system Score NL 
Track progress towards goals 5.00 
Monitor results 5.44 
Compare outcomes to expectations 5.56 
Review key measures 4.75 
Enable discussion in meetings of superiors, subordinates and peers 4.88 
Enable continual challenge and debate of underlying data, assumptions, and action plans 4.44 
Provide a common view of the organization 4.88 
Tie the organization together 4.73 
Enable the organization to focus on common issues 4.94 
Enable the organization to focus on critical success factors 5.31 
Develop a common vocabulary in the organization 4.88 
 
Table 4.1.4 Scores of The Netherlands on diagnostic use control system 
 
Taking into account that the scores could vary between one and seven, the above scores are 
relatively high and all are above the average score. There are a few questions that score 
relatively high, such as “track progress towards goals” (score 5.00), “monitor results” (score 
5.44), “compare outcomes to expectations” (score 5.56) and “enable the organization to focus 
on critical success factors” (score 5.31). The lowest score is on the question “Enable continual 
challenge and debate of underlying data, assumptions, and action plans” but is still above the 
average score. 
 
The outcomes of the questionnaire were also discussed with the national controller. He 
confirms that there is a strong focus on monitoring results. This is in line with the worldwide 
philosophy of the organization on net profit. Regarding comparing outcomes to expectations, 
he does not see this always happen in practice. It is only seen rarely in the rolling forecast 
process but on the other hand, it does happen in the budget process. This can be explained 
because budget targets are set in the bonus schemes of the managers and the rolling forecast is 
not. It is more in the nature of people to aim more on targets that are set in bonus schemes. 
The national controller also does not see the focus on critical success factors and is in contrary 
to what the respondents think. He thinks that it is hard to define critical success factors that 
drive net profit and is not part of the manager’s bonus scheme. 
At last, the lowest score on this subject is on the question “enable continual challenge and 
debate of underlying data, assumptions, and action plans”. The national controller says that 
Thesis R. Rusche 
 
 
37/80 
this depends on the situation. If the performance of a branch is good, there is no need to. If a 
branch is underperforming, an action list is defined and there will be a search for extra 
management information to turn the performance around. 
 
Interactive use control system 
 
In this section, the results of the questionnaire regarding interactive use of the control system 
are discussed. In this part of the questionnaire the respondents had to indicate to which extent 
they agree or disagree with the following statements, where one stands for strongly disagree 
and seven stands for strongly agree. 
 
In the next table, the scores of The Netherlands regarding the interactive use of the control 
system are listed: 
 
Interactive use control system Score NL 
(Top) management pays little day-to-day attention on the performance measurement system 3.38 
Top management relies heavily on staff specialists in preparing and interpreting information from the performance 
measurement system 4.44 
Operating managers are involved infrequently and on an exception basis with the performance measurement system 3.50 
(Top) management pays day-to-day attention to the performance measurement system 4.38 
Top management interprets information from the performance measurement system 5.25 
Operating managers are frequently involved with the performance measurement system 4.69 
 
Table 4.1.5 Scores of The Netherlands on interactive use control system 
 
The distinguishing feature between diagnostic use and interactive use is the involvement of 
top and operating managers (Widener, 2007). Looking at the table above, there is a more than 
average involvement of top and operating managers in the performance measurement system 
in The Netherlands. You can see that the involvement of top management in the performance 
measurement system is higher than the involvement of operating managers. A low score on 
the first three questions and a high score on the last three questions indicates an interactive 
use.  
 
The national controller confirms the low score on “(top) management pays little day to day 
attention on the performance system”. In this company, the managers are totally free to decide 
how they run their organization, as long as they meet their goals. When goals are not met, top 
management will involve and the performance system will be used in detail. This is expressed 
in action plans (so called main issue list) that has to be made, kpi’s has to be defined and 
special financial reports must be designed. This is all with the goal to manage and monitor the 
situation.  
He also confirms the low score on “Operating managers are involved infrequently and on an 
exception basis with the performance measurement system”, because most of the managers 
are not constantly busy with meeting their net profit goals. 
 
The national controller was asked what kind of information managers have to run their 
business. Branch managers and their business unit managers can get all kind of financial and 
non-financial kpi’s for their own branch. For rolling forecasting and capacity planning 
purposes, customers are asked for input about expecting volumes. Macro information such as 
sales trends in consumer electronics and sales information of supermarkets are currently not 
used. 
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4.1.4 Results trust 
 
This part of the questionnaire has its founding in the questions used by Huff & Kelley (2003). 
A distinction is made between propensity to trust, propensity to distrust, internal trust and 
external trust. Respondents could rate the questions in the scale of one until seven. Score one 
stands for “strongly disagree” and score seven for “strongly agree”.  
 
Propensity to trust 
 
In the next table, the scores of The Netherlands for the propensity to trust are presented: 
 
Propensity to trust Score NL 
When I order something I've never seen through the mail or telephone, I am confident that the product will arrive as 
promised 2.0 
I believe that people usually keep their promises 2.4 
Most companies genuinely care about their customers  2.4 
Most salespeople are honest 2.0 
Most people can be trusted 3.1 
 
Table 4.1.6 Scores of The Netherlands on propensity to trust 
 
Taking into account that the lowest score is 1 (strongly disagree) and the highest is 7 (strongly 
agree), we can see in table above that The Netherlands score relatively low on the propensity 
to trust. This means that the respondents do not agree with the above questions which 
indicates a low amount of trust. 
 
As stated in chapter 2.2 masculinity/feminity was originally also part of this survey. One of 
the research questions of this subject was “most people can be trusted”. The Netherlands 
scored in one out of five, a score of 2.69 which means that respondents found this between 
very important (score of two) and of average importance (score of 3). This indicates that trust 
is above average for The Netherlands and is in contrast to the findings in the same research on 
the specific types of “propensity to trust”. 
 
Propensity to distrust 
 
In the table below, the scores of The Netherlands for the propensity to distrust are presented: 
 
Propensity to distrust Score NL 
Most employees don't like to work and will avoid it if they can 1.9 
In their advertising and promotions, most businesses purposely mislead customer 2.7 
Despite what they may say, managers really don't care if employees lose their jobs 2.9 
It is best not to share concerns or complaints with coworkers because they will probably use this information to harm 
you 5.0 
I feel nervous about a business deal unless both parties sign a formal written agreement 5.4 
Society needs tough laws and regulations because businesses cannot otherwise be trusted to do what is good for 
society 5.6 
Employees will not work hard or do quality work unless managers closely monitor their work 4.8 
I am usually suspicious of people until I have had plenty of time to get to know them and know they can be trusted 4.9 
  
Table 4.1.7 Scores of The Netherlands on propensity to distrust 
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Looking at the scores in the above table, the first three questions indicate a low propensity to 
distrust. The last five questions indicate a more than average propensity to distrust. Five out 
of eight questions have scores that indicates a more than average propensity to distrust.  
 
Propensity to internal trust 
 
In the table below, you can find the scores of The Netherlands for the propensity to internal 
trust: 
 
Internal trust Score NL 
There is a very high level of trust throughout this organization 4.4 
In this organization, subordinates have a great deal of trust for managers 4.9 
If someone in this organization makes a promise, others within the organization will almost always trust that the person 
will do his or her best to keep the promise 4.7 
Managers in this company trust their subordinates to make good decisions 4.9 
 
Table 4.1.7 Scores of The Netherlands on internal trust 
 
Here we see that The Netherlands score relatively high on internal trust. This is in 
contradiction with propensity to trust were we seen a low score for The Netherlands. When 
there is a low propensity to trust, I expected that this low trust would also be demonstrated at 
work. Apparently, the circumstances in the company are in a way that internal trust is high. 
This is also indicated by the national controller. Trust in managers is very high, because they 
can run their business the way they want to and trust is high as long as they meet their net 
profit goal. When the net profit goals are not met, trust is damaged and management will 
involve in the day-to-day operation. 
 
Propensity to external trust 
 
Below the scores of The Netherlands on external trust are presented: 
 
Propensity to external trust Score NL 
When this organization enters into a partnership with another organization, it usually has a great deal of trust that the 
other organization will work in the best interest of the partnership 5.3 
Once this organization establishes a business relationship with another organization, it remains very loyal to that 
relationship and works hard to ensure that the relationship remains strong for a long time 4.9 
This organization trusts that our suppliers are being honest with us 3.4 
This organization trusts that our customers are telling the truth when they apply for loans 4.4 
 
Table 4.1.8 Scores of The Netherlands on external trust 
 
The score of The Netherlands on external trust is relatively high, which indicates a high 
external trust.  
The question “this organization trusts that our customers are telling the truth when they apply 
for loans” scores above average. This is in contrast to what the CFO of the organization says 
about this subject, namely “people with net profit responsibility have to aim on good working 
capital management to collect payments faster or to delay payments, in short improve the 
DPO (days payables outstanding) and DSO (days sales outstanding)” (Bletz, 2008). This topic 
is also asked to the national controller. He says that most of the time the customer is trusted 
and sometimes this trust can also be based on the good financial position of the customer. 
Customers never get extra loans because we trust them because company policy does not 
allow this. 
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At last, the national controller says that trust in external parties is high because he thinks that 
customers are mostly seen as business partners. When you do not have a business partner 
relation with your customer, you will be out of business very soon. 
 
4.2 Results and analysis research Germany 
 
4.2.1 Introduction 
 
The business field contract logistics in Germany consists of 67 branches. In The Netherlands, 
the branches are clustered into business units. This is in contrast to Germany where the 
branches are clustered into six regions, namely North, East, South-East, South-West, Middle 
and West. Every region has its own responsible manager and its own controller. Contract 
logistics in Germany has an average of 5,000 fte’s and has an average of available warehouse 
space of 1.1 million m2. 
 
Descriptive statistics 
Descriptive statistics quantitatively describes the main features of a collection of data and are 
described in the below table. 
 
  Germany 
  N Range Minimum Maximum µ σ 
Individualism/collectivism 16   4 - 20 6,00 13,00 8,81 1,87 
Diagnostic use 16 11 - 77 44,00 67,00 57,25 7,54 
Interactive use 16   6 - 42 16,00 30,00 27,06 5,25 
Propensity to trust 16   5 - 35 11,00 29,00 20,50 5,37 
Propensity to distrust 16   8 - 56 14,00 40,00 25,50 7,33 
Propensity to internal trust 16   5 - 35 13,00 23,00 19,38 3,40 
Propensity to external trust 16   5 - 35 8,00 25,00 15,88 5,07 
 
Table 4.2.1 Descriptive statistics Germany 
 
There is a striking similarity between Germany and The Netherlands on the relatively low 
standard deviation of individualism/collectivism. Overall the standard deviations in Germany 
are higher than the Dutch. 
For all subjects, except individualism/collectivism, counts that the higher the score, the more 
emphasis with the subject. 
 
4.2.2 Results national culture 
 
In this chapter, the results of Germany on the questions regarding individualism/collectivism 
are presented. In table 4.1.1. You can see the scores of the respondents.  
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Individualism/collectivism 
 
Questions individualism/collectivism Score DE 
Have sufficient time for your personal or family life 2.31 
Have good physical working conditions (good ventilation and lighting, adequate work space, etc.) 2.31 
Have security of employment 1.94 
Have an element of variety and adventure in the job 2.25 
Total score DE this research: 66.25 
Total score DE Hofstede: 67.00 
Difference: 0.75 
 
Table 4.2.2 Scores Germany on individualism/collectivism 
 
It is striking to see that the scores of Germany in this survey are almost the same as in 
Hofstede’s research.  
More recent research on individualism/collectivism showed that Germany scored much lower 
on individualism than the research of Hofstede (Taras, 2011). 
 
Cronbach Alpha is relatively low for this subject. In the interviews it turned out that they also 
strive to partnerships with external parties in Germany and could therefore be an indication to 
collectivity. 
 
4.2.3 Results use performance measurement system 
 
In this chapter, the results for Germany on diagnostic use and interactive use of the  
performance measurement system are described. The respondents had the option to answer in 
the range from one (strongly disagree) until seven (strongly agree). 
 
Diagnostic use control system 
 
Diagnostic use control system Score DE 
Track progress towards goals 5.56 
Monitor results 6.38 
Compare outcomes to expectations 5.88 
Review key measures 5.93 
Enable discussion in meetings of superiors, subordinates and peers 4.94 
Enable continual challenge and debate of underlying data, assumptions, and action plans 5.13 
Provide a common view of the organization 4.75 
Tie the organization together 4.06 
Enable the organization to focus on common issues 4.25 
Enable the organization to focus on critical success factors 5.56 
Develop a common vocabulary in the organization 5.19 
 
Table 4.2.3 Scores Germany on diagnostic use control system 
 
In the range between one until seven, Germany scores quite high on the usage of diagnostic 
control system. There are also high scores on the questions “track progress towards goals”, 
“monitor results”, “compare outcomes to expectations”, “review key measures” and “enable 
the organization to focus on critical success factors”. 
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The lowest score is on the question “tie the organization together” and is still higher than the 
arithmetic average of 3.5. 
 
The contract logistics controller of Germany confirms that progress is tracked towards goals. 
Previously the budget was the goal, but due to the financial crisis, the rolling forecast was 
introduced worldwide in the organization. When there are huge deviations, the managers also 
have to give an explanation, but they also have to give comments on the previous month. 
He also confirms the tendency to monitor results, because the organization is financial and 
volume structure driven. In Germany, there is also a very strong focus on net profit, the same 
as in The Netherlands. Compare outcomes to expectations is not always seen in Germany. In 
the past, the outcomes were compared with budget on a monthly basis, where the actual 
figures should meet the budget. With the rolling forecast for the next three months, the 
managers must reach the rolling forecast and when there are deviations, they have to take 
action. In the past with the budget, action was not always taken immediately, as long as the 
manager thought he could meet the year budget. There is also a high focus on review key 
measures. From an operations point of view this depends very much of the business and the 
customer, such as kpi’s on dock to stock, productivity in and productivity out. If a customer 
has its focus on high quality, than the kpi “the number of gross checks” is important or the kpi 
“does the outgoing product fulfil the requirements”. These kpi’s are made on daily or weekly 
basis. 
According the contract logistics controller there is not really a focus on critical success 
factors. 
 
Out of the interview, it was made very clear that the control system was used diagnostically, 
but there is a trend towards an interactive use. Due to the financial crisis, the rolling forecast 
was introduced which is an interactive process, because managers have to give an outlook on 
their expectations of the coming months and are discussed with their boss. After the regions 
reported their forecasts, the figures will be discussed. Other types of information are still used 
more diagnostically, but due to the rolling forecast, this information is becoming more and 
more interactively. 
 
Interactive use control system 
 
In the table below, the scores of Germany on interactive use of the control system are 
presented: 
 
Interactive use control system Score DE 
(Top) management pays little day-to-day attention on the performance measurement system 2.31 
Top management relies heavily on staff specialists in preparing and interpreting information from the performance 
measurement system 3.69 
Operating managers are involved infrequently and on an exception basis with the performance measurement system 2.44 
(Top) management pays day-to-day attention to the performance measurement system 4.19 
Top management interprets information from the performance measurement system 4.94 
Operating managers are frequently involved with the performance measurement system 5.38 
 
Table 4.2.4 Scores Germany on interactive use of control system 
 
The results show that in Germany there is a more than average day-to-day attention from (top) 
management to the performance measurement system. Top management is also able to 
interpret information from the performance measurement system themselves but sometime 
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needs the help from staff specialist. At last, there is a higher than average involvement of 
operating managers with the performance measurement system.  
 
On the question, “do you have the feeling that there is a good involvement of top managers 
and operating managers on the performance measurement system” the contract logistics 
controller answers that the managers know their customers and their P&L, results and actions. 
Nevertheless, there are always some people that concentrate on other things than financial 
results. The region managers and the manager of contract logistics Central Europe, are more 
looking at a very high level to the information/figures. When there are problems with a branch 
for instance, even the director of contract logistics Central Europe is able to talk on a very 
detailed operational level. 
It is interesting to note that out of the questionnaire, it seems that management can interpret 
information from the performance measurement system but sometimes needs staff specialists 
in preparing and interpreting information from the performance measurement system. This 
can be best explained by the example that the contract logistics controller prepares overviews 
and highlights what needs to be discussed for the director of contract logistics Central Europe, 
but the director also prepares the discussions of results. In the operations or on branch level, 
branch management have all the information of the WMS (warehouse management system) 
and in this positions they should be manager of their own results and make opinions on their 
own and they define their own measures. 
At last, if you look into operational reports, it is very clear that the operating managers are 
frequently involved with the performance measurement system. This expressed by all kind of 
operational trends, values or kpi’s. 
 
For Germany it was also asked what kind of information managers have to run their business. 
This is all kind of information out of the financial system (such as the P&L), information out 
of the WMS such as kpi’s as dock to stock, qualitative kpi’s, productivity kpi’s. At national 
level there is no strong focus on operational kpi’s, but on higher aggregated kpi’s such as 
fte’s, number of idle m2 and several financial kpi’s. 
 
4.2.4 Results trust 
 
In this chapter, the results of trust for Germany are presented. In this chapter, there is also the 
distinction between propensity to trust, propensity to distrust, internal trust and external trust. 
Respondents could rate the questions in the scale of one until seven. Score one stands for 
“strongly disagree” and score seven for “strongly agree”. 
 
Propensity to trust 
 
In the table below, you can find the scores of Germany on propensity to trust: 
Propensity to trust Score DE 
When I order something I've never seen through the mail or telephone, I am confident that the product will arrive as 
promised 2.3 
I believe that people usually keep their promises 2.3 
Most companies genuinely care about their customers  1.9 
Most salespeople are honest 1.7 
Most people can be trusted 2.0 
 
Table 4.2.5 Scores Germany on propensity to trust  
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The scores on the above questions are low which means that the propensity to trust is 
relatively low in Germany. 
 
In the questions of the subject masculinity/feminity, the score on the question “most people 
can be trusted” is 2.88 for Germany. This means that this tends to be of average importance 
for Germany. 
 
Propensity to distrust 
 
The scores of Germany on propensity to distrust are presented below: 
 
Propensity to distrust Score DE 
Most employees don't like to work and will avoid it if they can 2.3 
In their advertising and promotions, most businesses purposely mislead customer 2.9 
Despite what they may say, managers really don't care if employees lose their jobs 3.1 
It is best not to share concerns or complaints with co-workers because they will probably use this information to harm 
you 5.6 
I feel nervous about a business deal unless both parties sign a formal written agreement 6.4 
Society needs tough laws and regulations because businesses cannot otherwise be trusted to do what is good for 
society 5.9 
Employees will not work hard or do quality work unless managers closely monitor their work 5.9 
I am usually suspicious of people until I have had plenty of time to get to know them and know they can be trusted 4.9 
 
Table 4.2.6 Scores Germany on propensity to trust 
 
In this table, you can see that there is also a very high propensity to distrust. It is interesting to 
see that the low score on “most employees don’t like to work and will avoid it if they can” on 
the one hand, but on the other hand there is a high score on “Employees will not work hard or 
do quality work unless managers closely monitor their work”. This could mean that there is a 
basic trust in employees (they like to work and they don’t avoid it), but if they want 
employees to work hard or do quality work, they have to monitor very closely and there is a 
high amount of distrust on this part. In my opinion, this is typical for a diagnostic use of the 
PMS, because a diagnostic system measures outputs, calculates variances that will be used as 
feedback.  
 
Propensity to internal trust 
 
In the table below you can find the scores of Germany on propensity to internal trust: 
 
Propensity to internal trust Score DE 
There is a very high level of trust throughout this organization 5.1 
In this organization, subordinates have a great deal of trust for managers 4.8 
If someone in this organization makes a promise, others within the organization will almost always trust that the 
person will do his or her best to keep the promise 4.1 
Managers in this company trust their subordinates to make good decisions 4.3 
 
Table 4.2.7 Scores Germany on propensity to internal trust 
 
The score of Germany on propensity to internal trust is above the average of 3.5, so it can be 
said that there is a relatively high score on propensity to internal trust. This is in contradiction 
with the low propensity to trust that was shown in table 4.2.5. Apparently, the business 
environment gives the employees a certain feeling that they are more trustworthy to one 
another than they are outside their business environment. 
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Out of the interview, this result can be confirmed. This is, for example, the case in investment 
applications where a business case has to be presented. The region East always do this very 
thoroughly and therefore no further checks or discussions has to be made. However, when for 
example a commercial manager presents something, more questions will follow. Another 
example is the negotiation with customers, which the managers can do their own way.  
 
Propensity to external trust 
 
In the table below, you can find the scores of Germany on propensity to external trust. 
 
Propensity to external trust Score DE 
When this organization enters into a partnership with another organization, it usually has a great deal of trust that the 
other organization will work in the best interest of the partnership 5.6 
Once this organization establishes a business relationship with another organization, it remains very loyal to that 
relationship and works hard to ensure that the relationship remains strong for a long time 5.2 
This organization trusts that our suppliers are being honest with us 2.3 
This organization trusts that our customers are telling the truth when they apply for loans 3.7 
 
Table 4.2.8 Scores Germany on propensity to external trust 
 
The score of Germany on propensity to external trust is above the average of 3.5. You can 
conclude that there is a high amount of trust when the organization enters into partnerships 
with other organizations. 
 
On the other hand, trust to suppliers is low. According the contract logistics controller, the 
negotiations with suppliers are hard but they always strive to partnership. Sometime it works 
but sometimes not. 
 
The question “this organization trusts that our customers are telling the truth when they apply 
for loans” scores slightly on average. This is in contrast to what the CFO of the organization 
says about this subject (see Bletz, 2008). Out of the interview, it was made clear that it is not 
the policy in Germany to give loans to customers. It might be the first time that a customer 
applies for loans because there is a problem, but this can end in insolvency and can cause 
problems for the company. Also during the financial crisis, nobody wanted to loose 
customers, so this might be the reason for this answer. In practice, extra loans were not 
provided. 
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4.3 ANOVA Results 
 
The following table report the ANOVA single factor results for The Netherlands and 
Germany. The data represent 32 observations. 
 
Groups Source of Variation SS df MS F P-value F crit 
Individualism/collectivism Between Groups 9282,03 1 9282,03 3,820 0,060 4,171 
  Within Groups 72898,44 30 2429,95       
Interactive use Between Groups 22,78 1 22,78 1,960 0,172 4,171 
  Within Groups 348,69 30 11,62       
Diagnostic use Between Groups 60,50 1 60,50 0,970 0,333 4,171 
  Within Groups 1871,00 30 62,37       
Propensity to trust Between Groups 21,13 1 21,13 0,764 0,389 4,171 
  Within Groups 829,75 30 27,66       
Propensity to distrust Between Groups 32,00 1 32,00 0,645 0,428 4,171 
  Within Groups 1488,00 30 49,60       
Propensity to internal trust Between Groups 16,53 1 16,53 1,324 0,259 4,171 
  Within Groups 374,69 30 12,49       
Propensity to external trust Between Groups 30,03 1 30,03 1,332 0,257 4,171 
  Within Groups 676,19 30 22,54       
 
Table 4.3 ANOVA Single factor results for The Netherlands and Germany 
 
The results show that the between-group mean square is significantly larger than the within 
group mean square for individualism/collectivism. This means that individualism/collectivism 
varies more across than within countries. Some researchers alert to the possibility of within-
country differences because a country consists of various regions or subcultures which have 
their own culture resulting in differences within the country (Menon, 2004, Taras e.a., 2010). 
The between groups mean square for interactive use is larger than the within group square for 
interactive use, which means a bigger variation across than within countries for interactive 
use. 
The opposite is seen at diagnostic use where the within group mean square is larger than the 
between groups mean square.  
The results also show that the between-group mean squares are larger than the within group 
mean squares for propensity to trust, propensity to distrust and propensity to external trust. 
This means that these subjects of trust vary more across than within countries. 
Propensity to internal trust varies more between than within countries, because the mean 
square between groups is larger than within group mean square. 
 
The F-statistics close to or below 1 proof that there is hardly no difference between the groups 
which means we cannot reject the null hypothesis. This is seen at diagnostic use, propensity to 
trust and propensity to distrust. F-statistics bigger than 1, means that there is less overlap 
between the groups which means the more certain we can say that the groups differ from each 
other. This is the case for individualism/collectivism, interactive use and propensity to 
internal and external trust. A large F-statistic means we can reject the null hypothesis. 
 
The variance explained by the difference between the two countries for all the subjects varies 
from 0% (propensity to external trust) to 11% (individualism/collectivism)
2
 
 
                                                     
2
 SS between groups -/- (SS between groups + SS within groups) 
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4.4 Bivariate correlation between use of performance measurement system and trust 
 
In this chapter the results of the bivariate correlations between the use of the performance 
measurement system and trust will be described. At first, the results of the bivariate 
correlation between diagnostic use and the various subjects of trust will be described. After 
that the bivariate correlation between interactive use and the various subjects of trust will be 
described.  
 
The bivariate correlations are calculated with SPSS and are presented in attachement 7 and 8. 
The diagonal of the matrix is the Cronbach’s Apha for each variable. The remainder of the 
table reports the bivariate correlation coefficients. 
 
Bivariate correlation between diagnostic use and trust 
 
The matrix for the bivariate correlation between diagnostic use and trust is presented in 
attachement 7. The matrix can be summarized in the following table: 
 
PMS-
DIAGNOSTIC TRUST DISTRUST 
INTERNAL 
TRUST
EXTERNAL 
TRUST
Pearson Correlation 1 .122 -.206 ,402
* .268
Sig. (2-tailed) .505 .258 .022 .138
Sum of Squares and Cross-products 15.330 2.794 -3.879 7.494 7.022
Covariance .495 .090 -.125 .242 .227
N 32 32 32 32 32
Pearson Correlation .122 1 -,684
** .306 ,558
**
Sig. (2-tailed) .505 .000 .089 .001
Sum of Squares and Cross-products 2.794 34.035 -19.208 8.481 21.798
Covariance .090 1.098 -.620 .274 .703
N 32 32 32 32 32
Pearson Correlation -.206 -,684
** 1 -.309 -,426
*
Sig. (2-tailed) .258 .000 .085 .015
Sum of Squares and Cross-products -3.879 -19.208 23.139 -7.068 -13.704
Covariance -.125 -.620 .746 -.228 -.442
N 32 32 32 32 32
Pearson Correlation ,402
* .306 -.309 1 ,677
**
Sig. (2-tailed) .022 .089 .085 .000
Sum of Squares and Cross-products 7.494 8.481 -7.068 22.617 21.546
Covariance .242 .274 -.228 .730 .695
N 32 32 32 32 32
Pearson Correlation .268 ,558
**
-,426
*
,677
** 1
Sig. (2-tailed) .138 .001 .015 .000
Sum of Squares and Cross-products 7.022 21.798 -13.704 21.546 44.769
Covariance .227 .703 -.442 .695 1.444
N 32 32 32 32 32
DISTRUST 
INTERNAL TRUST
EXTERNAL 
TRUST
*. Correlation is significant at the 0.05 level (2-tailed).
**. Correlation is significant at the 0.01 level (2-tailed).
 
PMS-DIAGNOSTIC
TRUST
  
Table 4.4 Summary bivariate correlation diagnostic use and trust 
 
The above table shows only one correlation at a 0.01 significance level between diagnostic 
use of the performance measurement system and internal trust. 
Looking at the theoretical framework it was expected that correlation would exist between 
diagnostic use of the performance measurement system and distrust. On the other hand, in this 
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research there is no significant correlation found between diagnostic use of the performance 
measurement system and trust and external trust.  
 
Bivariate correlation between interactive use and trust 
 
PMS-
INTERACTIVE TRUST DISTRUST 
INTERNAL 
TRUST
EXTERNAL 
TRUST
Pearson Correlation 1 .147 -.256 .025 .133
Sig. (2-tailed) .421 .158 .891 .469
Sum of Squares and Cross-
products
17.460 3.594 -5.139 .499 3.712
Covariance .563 .116 -.166 .016 .120
N 32 32 32 32 32
Pearson Correlation .147 1 -,684
** .306 ,558
**
Sig. (2-tailed) .421 .000 .089 .001
Sum of Squares and Cross-
products
3.594 34.035 -19.208 8.481 21.798
Covariance .116 1.098 -.620 .274 .703
N 32 32 32 32 32
Pearson Correlation -.256 -,684
** 1 -.309 -,426
*
Sig. (2-tailed) .158 .000 .085 .015
Sum of Squares and Cross-
products
-5.139 -19.208 23.139 -7.068 -13.704
Covariance -.166 -.620 .746 -.228 -.442
N 32 32 32 32 32
Pearson Correlation .025 .306 -.309 1 ,677
**
Sig. (2-tailed) .891 .089 .085 .000
Sum of Squares and Cross-
products
.499 8.481 -7.068 22.617 21.546
Covariance .016 .274 -.228 .730 .695
N 32 32 32 32 32
Pearson Correlation .133 ,558
**
-,426
*
,677
** 1
Sig. (2-tailed) .469 .001 .015 .000
Sum of Squares and Cross-
products
3.712 21.798 -13.704 21.546 44.769
Covariance .120 .703 -.442 .695 1.444
N 32 32 32 32 32
DISTRUST 
INTERNAL TRUST
EXTERNAL TRUST
**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
 
PMS-INTERACTIVE
TRUST
 
Table 4.5 Summary bivariate correlation interactive use and trust  
 
In this particular research, no correlations are found between interactive use of the 
performance measurement system and trust. In the theoretical framework is expected that trust 
is high at interactive use of the performance measurement system. Nevertheless, in this 
research there is no significant correlation between interactive use of the performance 
measurement system and trust. On the other hand there is also no significant relation between 
the interactive use of the performance measurement system and distrust. 
 
To conclude this chapter it can be said that for this research there seems to be a significant 
correlation (at 0.01 level) between diagnostic use and internal trust. For this research there is 
no significant correlation between interactive use and trust.  
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5. Discussion, limitations and recommendations 
 
5.1 Introduction 
 
The main question that is formulated for this research is the following: 
 
What is the effect of national culture on the usage of the performance measurement system 
and the role of trust? 
 
To answer this question, a literature study was conducted to explore the available literature on 
the subjects of national culture, performance measurement system and trust. The outcome of 
this study was used to set up the research model and the hypotheses. The literature study was 
also the basis for the research questions that were used in the questionnaire. In this part, the 
outcomes and conclusions of the hypotheses will be presented. After the conclusions, the 
limitations of this study and the recommendations for further research will be described. 
 
5.2 Discussion 
 
In this chapter we will see if the expectations - formulated in the hypotheses - will be 
answered. 
 
Hypothesis 1 
Collectivism leads to an interactive use of the performance measurement system. 
 
Out of Hofstede’s theory it was expected that The Netherlands would have a collectivistic 
culture. This was also the case in this research, where this particular research population 
scored even more collectivistic than expected in Hofstede’s research. The ANOVA test 
showed that the difference in national culture, leads to a different interactive use of the 
performance measurement system. The scores of interactive use indicate that the performance 
measurement system is interactively used. Comparing with the scores of Germany it seems 
that the performance measurement system is used more interactively than The Netherlands. 
This conclusion is based on the higher average scores on the research questions. However, in 
this study the German culture is not as collectivistic as the Dutch (national culture score of 
66.25 versus 100.31). 
For this particular research I cannot state that collectivism leads to an interactive use of the 
performance measurement system. 
 
Hypothesis 2 
Individualism leads to a diagnostic use of the performance measurement system. 
 
None of the countries of this research has a clear individualistic culture. With a score of 
66.25, Germany is less collectivistic than The Netherlands but not a typical individualistic 
country. 
It is interesting to investigate if the less collective culture would use the performance 
measurement system more diagnostically. Looking at the ANOVA test, the F-statistic is close 
to zero which indicates that national culture does not have an effect on the diagnostic use of 
the performance measurement system. Looking at the average scores of diagnostic use of both 
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countries, the scores of Germany are a little bit higher and could therefore indicate for a more 
diagnostic use. 
Because no distinct individualistic country was part of this research, it is hard to indicate if 
individualism leads to a diagnostic use of the performance measurement system. 
 
Hypothesis 3 
Trust is high at a collective culture. 
 
Trust was investigated at various types, namely trust, distrust, internal trust and external trust. 
The F-statistics of the ANOVA test show a small F-statistic for trust and distrust. This means 
that for trust and distrust there is hardly any influence of national culture in this particular 
research.  
The F-statistics for internal trust and external trust are bigger than 1 which means that for this 
research, national culture has an effect on internal and external trust. On the other hand, the F-
statistic for propensity to trust and distrust are lower than 1. 
Looking at the average scores of both countries, the scores of The Netherlands are slightly 
higher on trust, internal trust and external trust and is lower on distrust. This can be an 
indication that trust is higher in a collective culture. Also the question “most people can be 
trusted” (part of masculinity/feminity) gives an indication that trust is higher in The 
Netherlands which is the most collective country of the two. 
 
Out of this research there is an indication that trust is high in a collective culture. However, 
with the mixed scores on the F-statistics and of course the low number of respondents, this 
conclusion is not very strong. 
 
Hypothesis 4 
Trust is low at an individual culture. 
 
The small F-statistic for trust and distrust and the large F-statistic for internal trust and 
external trust do not give a clear indication if the national culture has an effect on trust. 
The average scores of Germany on the types of trust indicates that trust is lower than The 
Netherlands and distrust is higher in Germany.  
With these results, compared with the low number of respondents there is not enough 
evidence to hold this hypothesis. 
 
Hypothesis 5 
National culture with a high amount of trust will lead to an interactive use of the performance 
measurement system. 
 
Looking at the scores on propensity to trust the both countries score relatively low, while the 
propensity to distrust is relatively high. On the other hand, propensity to internal and external 
trust are relatively high for these countries. Comparing the scores of all the trust types 
between the countries, trust is higher in The Netherlands than in Germany. Here the question 
“most people can be trusted” also gives an indication that trust is higher in The Netherlands 
 
The performance measurement system is used more interactively in Germany than in The 
Netherlands. Having a closer look on the scores of The Netherlands on this subject, these are 
indications that the performance system is used interactively but slightly less than Germany.  
The evidence is not overwhelming to conclude that this hypothesis is true or false. 
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Hypothesis 6 
National culture with a low amount of trust will lead to a diagnostic use of the performance 
measurement system. 
 
It is hard to tell if one of both countries have a clear high or low trust. Looking at trust in 
general it indicates that trust is low at both countries, but Germany is slightly lower than The 
Netherlands. This is also the case for distrust where both countries are relatively high 
distrusting. Internal and external trust however, are relatively high for both countries. Here 
Germany has a slightly lower amount of trust. On all the trust subjects it tends to be that in 
this research, trust is lower in Germany. The answers to the question “most people can be 
trusted” indicates that trust is less in Germany. 
Comparing the scores on diagnostic use of the performance measurement system, this is used 
more diagnostically by Germany.  
 
It can be said there are indications that the performance measurement system is used 
diagnostically at a national culture with a lower amount of trust. 
 
After answering the hypothesis of this research the answer to the main question can be given. 
 
What is the effect of national culture on the usage of the performance measurement system 
and the role of trust? 
 
After this research it is not easy to answer this question because of the fact that some 
hypothesis are not true (hypothesis 1, 4), some tend to be true (hypothesis 2, 3 and 6) and one 
which is not true or false (hypothesis 6). 
Looking at the theoretical framework presented in chapter 3.2 is seems that the lower part of 
the framework tends to be true. At the more individualistic country, trust is lower and the 
performance measurement system is used more diagnostically. Both countries use the 
performance measurement system diagnostically as well as interactively but is used more 
diagnostically than interactively.  
This is also seen at the bivariate correlations where hardly no correlation is seen between 
interactive use and trust, but there seems to be a correlation between diagnostic use and 
internal trust. It could also be that corporate culture prescribes a more diagnostic use of the 
performance measurement system. Gerhart (2008) stated in his research that he does not 
support the hypothesized strong role of national culture as a constraint on organizational 
culture. This could mean that organizational culture could be stronger than national culture. 
 
5.3 Limitations 
 
This research is subject to a number of limitations. A distinction can be made in internal and 
external validity. Internal validity is the way the results of the research must be interpreted. 
External validity is the generalisation of the research results. 
 
Restrictions due to internal validity 
 
Most of the respondents answered the English version of the questionnaire. In an attempt to 
increase the response rate, the questionnaire was translated into Dutch. That resulted in a few 
more additional questionnaires. The fact that the main part of the respondents did the 
questionnaire in English might give some language problems and have the risk that some 
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questions are not well understood. The questionnaire was translated from English to Dutch 
but was not translated back from Dutch to English which could mean that there was the risk 
that questions were wrongly translated. 
 
Restrictions due to external validity 
The research is based on the answers of only 32 questionnaires and is off course to small to 
set strong statements about the conclusions of the effect of national culture on performance 
measurement systems and the effect of trust. 
The questionnaire is distributed to 24 persons in The Netherland, against 30 in Germany. The 
response rate in The Netherlands was 83% and in Germany 53%. The response rates are high 
and I think that in this case the outcomes are representative for the business fields for this 
organization that were subject to the research. When questionnaires are used for surveys, 
normally the number of distributed questionnaires needs to be a lot higher.  
The research is conducted in only two countries, while the organization is active in more than 
100 countries. It was unworkable to investigate all countries and therefore two countries were 
selected. Nevertheless, it was the intention to conduct the research at Asian countries, France 
and the USA. Unfortunately, the response on the questionnaires was too low. Therefore The 
Netherlands and Germany were chosen, also because these countries fall into the same 
organizational region which means that it was easier to find cooperation. 
The Netherlands and Germany do not have very opposite national cultures, which is for 
instant the case between Asian and Western cultures. According Hofstede, Germany and The 
Netherlands are collective cultures (however, The Netherlands are more collective than 
Germany). 
Most studies that are conducted on the subject of national culture and performance 
measurement systems, Western and Oriental cultures are compared. In this research, there is a 
comparison of two European countries. Therefore it is difficult to compare these results with 
previous research on these subjects. 
Interviews were held with a national controller and a contract logistics controller, due to the 
small number of processed questionnaires. Unfortunately the interviews with controllers 
ended a little bit too much into a financial view and a bit too less in an operational view. 
Taking into account the relatively low Cronbach Alfa’s on some of the subjects, it would have 
been wiser to focus the interviews more on these subjects in order to give more support on the 
part of the research where Cronbach Alfa was lower. 
The outcome of these interviews was not taken into account in the conclusions, because it 
consists the opinion of only two individuals. 
 
5.4 Recommendations 
 
A number of recommendations emerge from this research. New research in another company 
but also in logistics with branches in Germany as well as in The Netherlands would make it a 
comparable study. It would be interesting what the similarities and differences would be. A 
new research in a country with a clear individualistic and collectivistic culture should test all 
hypothesis of this research. 
 
Another recommendation for further research is that a new research must be conducted over 
more respondents. If this is not possible a quantitative instead of a qualitative research is 
recommended. 
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Organizational culture could also have an impact on trust and how the performance 
measurement is used and could be of more influence than national culture. Research of 
Gerhard (2008) shows that national culture does not have a strong role on organizational 
culture. The findings of Van der Stede (2003) showed that corporate level effects mainly 
drive variations in performance measurement systems, more than national culture effects.  
New research should take the influence of organizational culture into account. 
 
It must be taken into account that national culture changes over time. Research of Taras e.a. 
(2011) show differences per decade on Hofstede‘s dimensions. Any future research should be 
aware of this.  
 
At last, the questionnaires were filled in during the financial crisis of 2009. Due to that crisis 
there might be a preference for a certain type of use of the performance measurement system. 
This could have an impact on the research results. Further research in a period without 
financial crisis could make a better preference between diagnostic and interactive use of the 
performance measurement system. 
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Attachement 2 - Questionnaire The Netherlands 
 
Questionnaire 
 
Subject: National culture (individualism/collectivism) 
  
Please think of an ideal job, disregarding your present job. In choosing an ideal job, how important 
would it be to you to ... (please circle one answer in each line across): 
  
1 = of utmost importance 
2 = very important 
3 = of moderate importance 
4 = of little importance 
5 = of very little or no importance 
 
1. have sufficient time for your 
personal or family life      1     2      3      4      5 
 
2. have good physical working 
conditions (good ventilation and 
lighting, adequate work space, etc.)      1     2      3      4      5 
 
3. have security of employment      1     2      3      4      5 
 
4. have an element of variety and  
adventure in the job      1     2      3      4      5 
 
 
Subject: performance measurement system  
 
The questions in this topic are related to performance measurement systems, which are the formal, 
information-based routines and procedures managers use to maintain or alter patterns in 
organizational activities (Simons, 2000, p5). For example the information you get from Acon, Ciel, 
Business Objects reports, etc, or other information you receive to manage your business. 
 
Please rate the extent to which your (top) management team currently relies on performance 
measures, or performance measurement system to  
    
    1= to a small extent    7= to a large extent 
 
5. Track progress towards goals     1    2    3    4    5    6    7 
  
6. Monitor results       1    2    3    4    5    6    7 
 
7. Compare outcomes to expectations     1    2    3    4    5    6    7 
 
8. Review key measures      1    2    3    4    5    6    7 
 
9. Enable discussion in meetings of superiors, 
  subordinates and peers.      1    2    3    4    5    6    7 
 
10. Enable continual challenge and debate of 
  underlying data, assumptions, and action plans   1    2    3    4    5    6    7 
 
11. Provide a common view of the organization    1    2    3    4    5    6    7 
 
12. Tie the organization together     1    2    3    4    5    6    7 
 
13. Enable the organization to focus on common  
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  issues.       1    2    3    4    5    6    7 
 
14. Enable the organization to focus on critical   1    2    3    4    5    6    7 
  success factors 
 
15. Develop a common vocabulary in the organization  1    2    3    4    5    6    7 
 
 
Please indicate the extent to which you agree or disagree with the following statements 
     
    1= strongly disagree 
    7= strongly agree 
 
16. (Top) management pays little day-to-day    1    2    3    4    5    6    7 
  attention on the performance measurement system 
 
17. Top management relies heavily on staff specialists  1    2    3    4    5    6    7 
  in preparing and interpreting information from the 
  performance measurement system 
 
18. Operating managers are involved infrequently  1    2    3    4    5    6    7 
  and on an exception basis with the performance  
  measurement system 
 
19. (Top) management pays day-to-day attention  1    2    3    4    5    6    7 
  to the performance measurement system 
 
20. Top management interprets information   1    2    3    4    5    6    7 
  from the performance measurement system 
 
21. Operating managers are frequently involved  1    2    3    4    5    6    7 
  with the performance measurement system 
 
 
Subject: trust 
 
Please indicate the extent to which you agree or disagree with the following statements 
     
    1= strongly disagree 
    7= strongly agree 
 
22. When I order something I've never seen through    1    2    3    4    5    6    7 
  the mail or telephone, I am confident that the product 
  will arrive as promised. 
 
23. I believe that people usually keep their promises.   1    2    3    4    5    6    7 
 
24. Most companies genuinely care about their customers  1    2    3    4    5    6    7 
 
25. Most salespeople are honest.    1    2    3    4    5    6    7 
 
26. Most people can be trusted      1    2    3    4    5    6    7 
 
27. Most employees don't like to work and will avoid it    1    2    3    4    5    6    7 
  if they can. 
 
28. In their advertising and promotions, most     1    2    3    4    5    6    7 
      businesses purposely mislead customer 
 
29. Despite what they may say, managers really don't   1    2    3    4    5    6    7 
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 care if employees lose their jobs 
 
30. It is best not to share concerns or complaints with  1    2    3    4    5    6    7 
 coworkers because they will probably use this   
 information to harm you 
 
31. I feel nervous about a business deal unless both   1    2    3    4    5    6    7 
 parties sign a formal written agreement 
 
32. Society needs tough laws and regulations    1    2    3    4    5    6    7 
 because businesses cannot otherwise be trusted  
 to do what is good for society 
 
33. Employees will not work hard or do quality work  1    2    3    4    5    6    7 
 unless managers closely monitor their work. 
 
34. I am usually suspicious of people until I have had  1    2    3    4    5    6    7 
 plenty of time to get to know them and know they  
 can be trusted 
 
35. There is a very high level of trust throughout this  1    2    3    4    5    6    7 
 organization 
 
36. In this organization, subordinates have a great deal  1    2    3    4    5    6    7 
 of trust for managers. 
 
37. If someone in this organization makes a promise,  1    2    3    4    5    6    7 
 others within the organization will almost always 
 trust that the person will do his or her best to keep 
 the promise 
  
38. Managers in this company trust their subordinates to 1    2    3    4    5    6    7 
 make good decisions 
 
39. When this organization enters into a partnership  1    2    3    4    5    6    7 
 with another organization, it usually has a great 
 deal of trust that the other organization will work in  
 the best interest of the partnership 
 
40. Once this organization establishes a business  
 relationship with another organization, it remains very 
 loyal to that relationship and works hard to ensure that  
 the relationship remains strong for a long time.  1    2    3    4    5    6    7 
 
41. This organization trusts that our suppliers are being  1    2    3    4    5    6    7 
 honest with us 
  
42. This organization trusts that our customers are telling 1    2    3    4    5    6    7 
 the truth when they apply for loans 
 
Some information about yourself (for statistical purposes): 
 
43. Are you: 1.  male 
   2. female 
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44. How old are you? 
   1. Under 20 
   2. 20-24 
   3. 25-29 
   4. 30-34 
   5. 35-39 
   6. 40-49 
   7. 50-59 
   8. 60 or over 
  
45. How many years of formal school education (or their equivalent) did you complete (starting with 
primary school)? 
   1. 10 years or less 
   2. 11 years 
   3. 12 years 
   4. 13 years 
   5. 14 years 
   6. 15 years 
   7. 16 years 
   8. 17 years 
   9. 18 years or over 
  
46. What kind of job do you have? 
   1.   Unskilled or semi-skilled manual worker 
   2.   Generally trained office worker or secretary 
   3. Vocationally trained craftsperson, technician, informatician, nurse, artist or     equivalent 
   4.   Academically trained professional or equivalent (but not a manager of people) 
   5.   Manager of one or more subordinates (non-managers) 
   6.   Manager of one or more managers 
  
47. What is your nationality? 
 
48. What was your nationality at birth (if different)? 
   
  
 
Thank you very much for your cooperation! 
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Attachement 3 - Questionnaire Germany 
 
Fragebogen 
 
Thema: National culture 
Bitte stellen Sie sich den idealen Job vor, losgelöst von Ihrem jetzigen Job. Bei der Wahl eines idealen 
Jobs, wie wichtig wäre es für Sie ... (bitte kringeln Sie jeweils eine der möglichen Antworten ein): 
1 = von äußerster Wichtigkeit 
2 = sehr wichtig 
3 = von mittlerer Wichtigkeit 
4 = von kleiner Wichtigkeit 
5 = nahezu oder vollkommen unwichtig 
 
1. ausreichend Zeit für Ihr Privat- 
       bzw. Familienleben zu haben      1     2      3      4      5 
 
2. sie gute Arbeitsbedingungen haben (gute Be-und 
        Entlüftung und gutes Licht, angemessener 
        Arbeidsplatz usw.)      1     2      3      4      5 
 
3. einen sicheren Arbeitsplatz zu haben      1     2      3      4      5 
 
4. Sie mit Menschen arbeiten, die gut miteinander 
          koopieren können       1     2      3      4      5 
 
5. Sie Aufstiegsmöglichkeiten zu einer beruflichen Tätigkeit 
          auf höherem Niveau haben      1     2      3      4      5 
 
6. Ihre berufliche Tätigkeit Abwechslung und Abenteuer enthält  1     2      3      4      5 
 
  Inwieweit stimmen Sie folgenden Aussagen zu oder nicht zu? 
    1 = absolut gleicher Meinung 
    2 = gleicher Meinung 
    3 = unentschieden 
    4 = nicht gleicher Meinung 
    5 = absolut nicht gleicher Meinung  
 
7. Dan meisten Menschen kann man trauen     1     2      3      4      5 
 
8. Wenn jemand im Leben gescheitert ist, ist es oft durch 
             eigene Schuld      1     2      3      4      5 
 
Thema: Performance Measurement System  
Die Fragen in diesem Abschnitt beziehen sich auf Performance Measurement Systeme, die formale, 
auf Informationen basierende Vorgehensweisen und Verfahren darstellen, die Manager als Grundlage 
organisatorischen Handelns nutzen. Dies betrifft Daten aus ACON, CIEL, Business Objects Reports, 
etc. ebenso wie andere Informationen, die man erhält, um seine Geschäftstätigkeit zu managen.  
 
Bitte bewerten Sie das Ausmaß, in wieweit sich das Top-Management derzeit bei den folgenden 
Situationen auf Leistungsmessungen oder Systeme zur Leistungsmessung verlässt.   
 
    1= in geringem Maße  
    7= in hohem Maße 
 
9. Verfolgung von Fortschritten in Richtung Zielen   1    2    3    4    5    6    7 
  
10. Überwachung von Ergebnissen     1    2    3    4    5    6    7 
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11. Vergleich von Ergebnissen mit den Erwartungen  1    2    3    4    5    6    7 
 
12. Bewertung der wichtigsten Messergebnisse   1    2    3    4    5    6    7 
 
13. In Meetings Diskussionen zwischen Vorgesetzen,  
 Angestellten und Kollegen ermöglichen    1    2    3    4    5    6    7 
 
14. Ständigen Wettbewerb und Debatten 
  basierend auf zugrunde liegender Daten ermöglichen  1    2    3    4    5    6    7 
 
15. Eine allgemeine Sicht von der Organisation schaffen  1    2    3    4    5    6    7 
 
16. Zusammenhalt der Organisation schaffen   1    2    3    4    5    6    7 
 
17. Den Focus der Organisation auf allgemeine 
 Probleme setzten       1    2    3    4    5    6    7 
 
18. Den Focus der Organisation auf kritische 
 Erfolgsfaktoren setzten      1    2    3    4    5    6    7 
 
19. Eine gemeinsame Sprache in der Organisation schaffen 1    2    3    4    5    6    7 
 
 
Bitte geben Sie den Grad an, in welchem Sie den folgenden Aussagen zustimmen bzw. diese 
ablehnen  
    1= Ich stimme gar nicht zu 
    7= Ich stimme vollkommen zu 
 
20. Das Top-Management widmet Performance Measurement 
 Systemen allgemein nur wenig Aufmerksamkeit   1    2    3    4    5    6    7 
 
21. Das Top-Management verlässt sich bei der Bearbeitung 
 und Interpretierung von Informationen aus einem 
 Performance Measurement System stark auf Spezialisten  1    2    3    4    5    6    7 
 
22. Die Operating Manager arbeiten selten oder nur in 
 Ausnahmefällen mit Performance Measurement Systemen  1    2    3    4    5    6    7 
 
23. Das Top-Management widmet sich alltäglich dem 
 Performance Measurement System     1    2    3    4    5    6    7 
 
24. Das Top-Management interpretiert die Informationen 
 aus dem Performance Measurement System   1    2    3    4    5    6    7 
 
25. Die Operating Manager arbeiten häufig mit Performance 
 Measurement System      1    2    3    4    5    6    7 
 
 
Thema: Vertrauen 
Bitte geben Sie den Grad an, in welchem Sie den folgenden Aussagen zustimmen bzw. diese 
ablehnen: 1= Ich stimme gar nicht zu 
    7= Ich stimme vollkommen zu 
 
26. Wenn ich etwas bestelle, sehe ich niemals die Post    1    2    3    4    5    6    7 
  durch oder achte auf Anrufe. Ich bin zuversichtlich, dass 
  das Produkt wie versprochen eintrifft. 
 
27. Ich glaube, dass Versprechen eingehalten werden.   1    2    3    4    5    6    7 
 
28. Die meisten Firmen kümmern sich um ihre Kunden   1    2    3    4    5    6    7 
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29. Die meisten Verkäufer sind ehrlich    1    2    3    4    5    6    7 
 
30. Der Mehrheit der Menschen kann man vertrauen   1    2    3    4    5    6    7 
 
31. Die meisten Angestellten haben keine Lust zu      1    2    3    4    5    6    7 
  arbeiten und vermeiden es nach Möglichkeit. 
 
32. Die meisten Geschäftszweige führen ihre Kunden   1    2    3    4    5    6    7 
      mit Werbung und Werbeaktionen absichtlich in die Irre 
 
33. Im Gegensatz zu dem, was sie sagen, ist es Managern  1    2    3    4    5    6    7 
 eigentlich egal, ob die Angestellten ihren Job verlieren 
 
34. Es ist das beste, Sorgen und Beschwerden nicht mit  1    2    3    4    5    6    7 
 Kollegen zu besprechen, weil sie diese Information evtl.  
 dazu benutzen, einem zu schaden 
 
35. Ich fühle mich bei einem Geschäftsabschluss unwohl,   1    2    3    4    5    6    7 
 bis beide Parteien einen Vertrag unterzeichnet haben 
 
36. Die Gesellschaft braucht strenge Gesetze und Regularien, 1    2    3    4    5    6    7 
 weil man ansonsten nicht darauf vertrauen kann, dass die   
 Wirtschaft das tut, was der Gesellschaft nützt 
 
37. Angestellte arbeiten nur hart und qualitativ,   1    2    3    4    5    6    7 
 solange Manager ihre Arbeit ständig begutachten. 
 
38. Ich bin Menschen gegenüber grundsätzlich mißtrauisch, 1    2    3    4    5    6    7 
 solange ich nicht viel Zeit damit verbracht habe, sie kennen-  
 zulernen und schließlich weiß, dass man ihnen trauen kann 
 
39. In unserer Firma wird Vertrauen groß geschrieben  1    2    3    4    5    6    7 
  
40. In unserer Firma vertrauen die Mitarbeiter ihren   1    2    3    4    5    6    7 
 Vorgesetzten. 
 
41. Wenn jemand in unserer Firma etwas verspricht,  1    2    3    4    5    6    7 
 werden andere Personen fast immer darauf vertrauen, 
 dass die Person alles dafür tun wird, um ihr Versprechen 
 zu halten 
  
42. Die Manager in unserer Firma vertrauen darauf, dass  1    2    3    4    5    6    7 
 ihre Mitarbeiter die richtigen Entscheidungen treffen 
 
 
 
43. Wenn unsere Firma eine Zusammenarbeit mit einer  1    2    3    4    5    6    7 
 anderen Firma beginnt, vertraut man gewöhnlich darauf, 
 dass die andere Firma im Interesse der Zusammenarbeit handelt 
 
44. Wenn unsere Firma eine Geschäftsbeziehung mit einem 1    2    3    4    5    6    7 
 anderen Unternehmen eingeht, verhält sie sich denen 
 gegenüber sehr loyal und tut alles dafür, um sicherzustellen,  
 dass die Geschäftsbeziehung von langer Dauer ist.    
 
45. Unsere Firma vertraut darauf, dass unsere Lieferanten  1    2    3    4    5    6    7 
 ehrlich mit uns umgehen 
  
46. Unsere Firma vertraut darauf, dass unsere Kunden die  1    2    3    4    5    6    7 
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 Wahrheit sagen, wenn sie uns um Kredite bitten 
 
Einige Informationen über Sie persönlich (für die Statistik): 
47. Sind Sie: 1. männlich 
   2.  weiblich 
  
48. Wie alt sind Sie? 
   1. Unter 20 
   2. 20-24 
   3. 25-29 
   4. 30-34 
   5. 35-39 
   6. 40-49 
   7. 50-59 
   8. 60 oder älter 
  
49. Wie viele Jahre Schulausbildung (oder vergleichbare Ausbildung) haben Sie absolviert 
(inkl. Grundschule)? 
   1. 10 Jahre oder weniger 
   2. 11 Jahre 
   3. 12 Jahre 
   4. 13 Jahre 
   5. 14 Jahre 
   6. 15 Jahre 
   7. 16 Jahre 
   8. 17 Jahre 
   9. 18 Jahre oder mehr 
  
50. Welche Art von Tätigkeit üben Sie aus? 
1. Un- bzw. angelernte/r Arbeiter/in 
2. Büromitarbeiter oder Sekretär/in 
3. Ausgebildeter Handwerker, Techniker, Informatiker, Krankenpfleger, Künstler oder 
Gleichwertiges 
4. Akademisch ausgebildete Fachkraft oder Gleichwertiges (aber nicht Führungsperson) 
5. Manager von einem oder mehreren Untergebenen (Non-Manager) 
6. Manager von einem oder mehreren Geschäftsführern 
  
51. Welche Staatsangehörigkeit haben Sie? 
 
52. Welche Staatsangehörigkeit hatten Sie bei Ihrer Geburt (falls abweichend)?   
 
 
Vielen Dank für Ihre Unterstützung! 
 
Thesis R. Rusche 
 
 
67/80 
 
Attachement 4 - Comparison results questionnaires The Netherlands and Germany 
 
Question 
Avg score 
NL 
Avg score 
DE 
Absolute 
difference 
1 2,0 2,3 0,3 
2 2,4 2,3 0,1 
3 2,4 1,9 0,4 
4 2,0 1,7 0,3 
5 3,1 2,0 1,1 
6 1,9 2,3 0,3 
7 2,7 2,9 0,2 
8 2,9 3,1 0,1 
9 5,0 5,6 0,6 
10 5,4 6,4 0,9 
11 5,6 5,9 0,3 
12 4,8 5,9 1,2 
13 4,9 4,9 0,1 
14 4,4 5,1 0,7 
15 4,9 4,8 0,1 
16 4,7 4,1 0,7 
17 4,9 4,3 0,7 
18 5,3 5,6 0,3 
19 4,9 5,2 0,3 
20 3,4 2,3 1,1 
21 4,4 3,7 0,8 
22 3,5 2,4 1,1 
23 4,4 4,2 0,2 
24 5,3 4,9 0,3 
25 4,7 5,4 0,7 
26 4,4 3,2 1,3 
27 4,4 4,3 0,1 
28 5,1 4,8 0,3 
29 3,4 3,6 0,2 
30 4,8 4,7 0,1 
31 2,9 2,4 0,5 
32 3,8 3,3 0,6 
33 2,3 2,8 0,5 
34 2,4 3,6 1,2 
35 2,9 2,8 0,1 
36 3,1 4,4 1,3 
37 3,0 2,8 0,2 
38 3,3 3,5 0,3 
39 4,5 4,7 0,2 
40 4,3 5,0 0,8 
41 5,0 5,1 0,1 
42 4,8 4,6 0,2 
43 4,3 4,7 0,4 
44 5,5 5,4 0,1 
45 4,3 3,4 0,8 
46 3,8 2,5 1,2 
47 - - - 
48 5,5 5,9 0,4 
49 6,7 5,4 1,3 
50 5,7 4,9 0,8 
51 - - - 
52 - - - 
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Attachement 5 - Interview national controller The Netherlands 
 
Uitwerking verificatie questionnnaire national controller R. Weerts 18-11-2010 
 
1. Is there a more interactive or diagnostic use of the PMS? Can you give some 
examples?(the definitions by Simons were quoted) 
 
If you would look at it from the perspective of the headquarter, it is used more 
diagnostically. The settlement of the bonus for instance is settled diagnostically. In 
The Netherlands you will see more subjectivity on the settlement of the bonuses. 
When, according to guidelines, it seems that a manager did not meet his targets for the 
bonus, than the HR manager says he/she is not going get is budget. But when his/her 
boss thinks he has the right to receive a bonus, because the manager did an outstanding 
job on other areas/levels, the HR managers will be overruled. This tends more to an 
interactive use of the PMS. Another thing for The Netherlands is that businesses will 
not let on its course. A good example is that when it seems that branches stay 
continuously behind in their performances, a main issue list is made (this is an action 
list that will be followed by national management) and there will be searched for 
additional steering information to turn the performance around. 
 
2. In the range of 1 till 7 (1 less recognition and 7 lot of recognition) there is a relatively 
high score on the following questions: 
a. monitor results 
He recognises this in the organization. Diagnostic controls come more from the 
philosophy of the company where net profit (NP2) is the most important figure 
that counts. 
b. compare outcomes to expectations 
In the context of expectations it is not really done in Finance. It is also not very 
common in the Rolling Forecast process, because this is currently not bonus-
related and is in contrary to the budget that is bonus-related. It is in the nature of a 
human being to aim less on expectations, but that will change at the time it will be 
linked to salary. 
c. enable the organization to focus on critical success factors 
He does not recognise this. At this company, people would say that the critical 
success factor is net profit. But what is a critical success factor? What really drives 
net profit? What is it for example in Contract Logistics? That is the norm hours 
you have for an activity, compared to actual hours. It is very hard to define critical 
success factors that depends on net profit. Unfortunately, critical success factors 
are not a part of the bonus scheme of managers. 
 
3. There is a low score on: “enable continual challenge and debate of underlying data, 
assumptions, and action plans” 
 
When things go well, than there is no need for this. When branches are 
underperforming, the underlying data, assumptions and actions plans will be 
challenged and debated. In short, depends on the situation. 
 
 
4. There is a low score on the following questions: 
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d. (Top) management pays little day-to-day attention on the performance 
measurement system 
This is true, but when there is a need to go into more details because 
performance is declining the day-to-day attention will increase. Nowadays, the 
managers are very busy with their operations and their customers. At this 
company, people are free to decide how they do their job, as long as you meet 
your goals. 
e. Operating managers are involved infrequently and on an exception basis with 
the performance measurement system 
This is true; managers do not constantly keep their mind at meeting their net 
profit bonus. There is only one manager that does, but the rest does not do that. 
 
5. Do you think there is a high amount of trust among each other (internal trust) in the 
Dutch CL organization? Do you have examples? (e.g. trust from managers to 
subordinates, keep promises, trust from subordinates to managers) 
 
This is true. When the goal for net profit is met, people are trusted by their 
management. If you do not meet you net profit, trust will decrease and management 
will involve in the operation. 
 
6. Do you think there is a high amount of trust in external parties? If we cooperate with 
other companies, do we than trust or distrust these companies? 
 
Agree with this, because customers are often seen as a business partner. When that this 
is not the case, you are very soon out of business. 
 
7. The score on the question”Do we trust our customers when they apply for loans” is 
slightly above the average. This is strange, due to the big importance to watch DSO 
and is in contradiction to the company principles regarding DSO. What is your 
opinion on this one? 
 
Managers generally trust their customers, but extension of the payment terms for 
instance, is not allowed in the company. When you can trust your customer, based on 
his financial situation it can, but it is not allowed because policy forbids this. 
 
8. Do you think there is a high or low amount of trust among the people of CL Germany? 
Do you have examples? 
 
No answer could be given. The National Finance Director has more insights, due to his 
international experience in the company. 
In general regarding trust, it can be said that the bosses of the Dutch board are all 
Germans and the Dutch board has the fully freedom to act how they want and they are 
also fully trusted. 
 
9. What kind of information have business unit managers/branchmanagers to run their 
business 
Do you have examples? 
 
 Managers can get all sorts of financial and non-financial kpi’s of their own branch; 
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 The same information is available for all branchmanagers as well as the business unit 
managers; 
 Input from customers for forecasting to plan capacity in the warehouses; 
 Macro information, such as sales trends in consumer Electronics, performance of 
supermarkets? 
 
10. What similarities or differences do you see in managementinformation between DE 
and NL? 
 
More high level in Germany than in The Netherlands, but in the regions perhaps in 
more detail. This is visible in the rolling forecast where The Netherlands delivers the 
forecast in a full P&L lay out, while Germany only reports a few P&L lines. 
 
In the past, money was easy earned at this company due to its worldwide number one 
position in Seafreight. That is the reason why there is not always a good thinking 
about value added services such as reporting tools. Nowadays universal kpi’s are used, 
but differentiation differs. 
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Attachement 6 - Interview contract logistics controller Germany 
 
Interview contract logistics controller Germany R. Janke 22 November 2010 
 
General information 
1. Organization structure:  
a. number of branches? 67 
b. which business units? In Germany clustered into six regions, namely North, 
East, South-East, South-West, Middle and West. Within these regions there is 
one responsible manager 
c. every Business Unit a manager? Yes  
d. name some customers per Business Unit? Forgot to ask 
e. average number of fte’s? 5000 fte 
f. average available warehouse m2? 1,1 mln m2 
 
 
Type of use PMS: 
2. Is there a more interactive or diagnostic use of the PMS? Can you give some 
examples?  
 
Rolling forecast is used more diagnostically. Explaining differences is done by the 
managers. Since introductions of rolling forecast, people also have to comment on the 
results of previous months but they also have to give an outlook for their expectations 
of the coming months. Regions are reporting and after that reporting, the figures will 
be judged? Other types of information are more diagnostically. You have the more 
well established PMS, but since the financial crisis the rolling forecast and also the 
more operational information became more interactive. Conclusion: Diagnostically, 
but a trend towards interactive. 
 
3. In the range of 1 till 7 (1 rely on a small extent and 7 on a large extent) there is a high 
score on the next questions: 
a. track progress towards goals; 
Budget was the goal; through the complete organization a complete change from 
budget to rolling forecast. Rolling forecast became more and more important. 
When there are huge deviations, the managers also have to give an explanation.  
b. monitor results;  
Yes, very financial driven volume structure driven. The NP2 is important. If T/O 
goes down, you go to the region for questions. When something is wrong you go 
deeper and deeper. 
c. compare outcomes to expectations;  
More or less yes, in the past the outcomes were compared with budget on monthly 
basis. The actual figures should meet the budget. Now we have Rofo for next 3 
months. Now they must reach the Rofo. If there is a deviation, than they have to 
take action. You make the results so that the results will be fulfilled between 80% 
of the expected results and 120% of the results is the range of deviations of when 
the results can be made. 
d. review key measures;  
From financial view are therefore the keys NP2/GP and T/O and m2 (available/ 
used/idle) and fte’s and the split in more details. If you want to drill down deeper 
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in the number of fte’s because it is necessary, you take the split in flex/variable. 
Also have a look at how many people are there employed in this month. 
Recommendation is 20% of blue collars must be flex.  
From operations view: depends on business, if customer wants kpi’s like dock to 
stock, productivity in and productivity out. If customer has focus on high qualitity 
than number of gross checks of does it fulfill the requirements. This is done on 
daily/weekly basis 
e. enable the organization to focus on critical success factors.  
No, critical is IT/manpower. CTI approach and CTI reports, but all in Excel 
 
4. Do you have the feeling that there is a good involvement of top managers and 
operating managers on the performance measurement system (yes indicates interactive 
use) Do you have examples? 
 
The managers know their customers and their P&L and results and actions. Some 
people concentrate on other things than results (R. said the black sheeps, but he didn’t 
want to use these words). The managers of the Region Central Europe, are more 
looking at a very high level to the information/figures. But when the Director of 
Contract Logistics of Central Europe speaks to a sitemanager, he can speak on a very 
detailed level about the operation. 
 
5. Top management relies heavily on staff specialists in preparing and interpreting 
information from the performance measurement system.  
 
Looking to the Director of Contract Logistics of Central Europe and controller 
contract logistics, than this is not the case. The contract logistics controller prepairs the 
meetings and notes what needs to be discussed, but this is also done by the Director of 
Contract Logistics of Central Europe. 
At a lower lever, namely branch level, they have all the information of the WMS. You 
should in this position be manager your own results and make an opinion on your own. 
They define their own measures. 
 
6. Operating managers are frequently involved with the performance measurement 
system.  
 
PL-> yes. If you look to operational reports they are very frequently involved 
 
 
Trust 
7. Do you think there is a high amount of trust among each other (internal trust) in the 
German CL organization? Do you have examples? (e.g. trust from managers to 
subordinates, keep promises, and trust from subordinates to managers).  
 
Yes, with investment applications they have to present a business case for example. 
The region East for examples, prepares this always very well and therefore they won’t 
look at the business case before signing an investment application. If a commercial 
manager presents something more questions will follow.  
With regard to negotioans with customers, people can do their own way. In the 
beginning when there is a new one there is more support. After a while he is more free 
to do it on his own. 
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8. Do you think there is a high amount of trust in external parties? If we cooperate with 
other companies, do we than trust or distrust these companies? 
 
Yes, negotiations with suppliers are hard but we strive to partnership. Sometime it 
works sometimes not. 
 
9. The score on the question”Do we trust our customers when they apply for loans” is 
slightly above the average. This is strange, due to the big importance to watch DSO 
and is in contradiction to the KN principles regarding DSO. What is your opinion on 
this one? 
 
No, maybe it’s the first time because he has a problem and can end in an insolvency. 
In the financial crisis, nobody wanted to lose customers. We don’t do it in principle. 
This can cause problems in our own company. 
 
 
General 
 
10. What similarities or differences do you see in managementinformation between DE 
and NL? 
 
Don’t feel there are big differences. In The Netherlands there are weekly reports with 
an overview of the expected Gross Profit and Net profit 1 per branch. The contract 
logistcs director has business overview over all the branches.  
 
11. What kind of information have business unit managers/branchmanagers to run their 
business? Do you have examples? 
 
The branch manager has Acon information (P&L), information from WMS (kpi’s such 
as: dock to stock, qualitative kpi’s, productivity kpi’s).  
At a national level there will be looked at structural kpi’s, such as fte’s and financial 
kpi’s. They will not look at operational kpi’s. 
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Attachement 7 – SPSS bivariate correlation between diagnostic use and trust 
 
CORRELATIONS
  /VARIABLES=VAR00003 VAR00005 VAR00006 VAR00007 VAR00008
  /PRINT=TWOTAIL NOSIG
  /STATISTICS DESCRIPTIVES XPROD
  /MISSING=PAIRWISE.
Correlations
12-jun-2012 21:09:22
 
Data C:\Users\Fam. 
Rusche\SPSS\NL+DE_DATA3.sav
Active Dataset DataSet2
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data 
File
32
Definition of Missing User-defined missing values are 
treated as missing.
Cases Used Statistics for each pair of variables are 
based on all the cases with valid data 
for that pair.
CORRELATIONS
  /VARIABLES=VAR00003 VAR00005 
VAR00006 VAR00007 VAR00008
  /PRINT=TWOTAIL NOSIG
  /STATISTICS DESCRIPTIVES 
XPROD
  /MISSING=PAIRWISE.
Processor Time 00 00:00:00,094
Elapsed Time 00 00:00:00,125
[DataSet2] C:\Users\Fam. Rusche\SPSS\NL+DE_DATA3.sav
 Mean Std. Deviation N
PMS-DIAGNOSTIC 5.10 .703 32
TRUST 4.26 1.048 32
DISTRUST 3.09 .864 32
INTERNAL TRUST 4.76 .854 32
EXTERNAL TRUST 4.28 1.202 32
Resources
Descriptive Statistics
Notes
Output Created
Comments
Input
Missing Value Handling
Syntax
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PMS-DIAGNOSTIC TRUST DISTRUST 
INTERNAL 
TRUST
EXTERNAL 
TRUST
Pearson Correlation 1 .122 -.206 ,402
* .268
Sig. (2-tailed) .505 .258 .022 .138
Sum of Squares and Cross-
products
15.330 2.794 -3.879 7.494 7.022
Covariance .495 .090 -.125 .242 .227
N 32 32 32 32 32
Pearson Correlation .122 1 -,684
** .306 ,558
**
Sig. (2-tailed) .505 .000 .089 .001
Sum of Squares and Cross-
products
2.794 34.035 -19.208 8.481 21.798
Covariance .090 1.098 -.620 .274 .703
N 32 32 32 32 32
Pearson Correlation -.206 -,684
** 1 -.309 -,426
*
Sig. (2-tailed) .258 .000 .085 .015
Sum of Squares and Cross-
products
-3.879 -19.208 23.139 -7.068 -13.704
Covariance -.125 -.620 .746 -.228 -.442
N 32 32 32 32 32
Pearson Correlation ,402
* .306 -.309 1 ,677
**
Sig. (2-tailed) .022 .089 .085 .000
Sum of Squares and Cross-
products
7.494 8.481 -7.068 22.617 21.546
Covariance .242 .274 -.228 .730 .695
N 32 32 32 32 32
Pearson Correlation .268 ,558
**
-,426
*
,677
** 1
Sig. (2-tailed) .138 .001 .015 .000
Sum of Squares and Cross-
products
7.022 21.798 -13.704 21.546 44.769
Covariance .227 .703 -.442 .695 1.444
N 32 32 32 32 32
NONPAR CORR
  /VARIABLES=VAR00003 VAR00005 VAR00006 VAR00007 VAR00008
  /PRINT=SPEARMAN TWOTAIL NOSIG
  /MISSING=PAIRWISE.
DISTRUST 
INTERNAL TRUST
EXTERNAL TRUST
*. Correlation is significant at the 0.05 level (2-tailed). **. Correlation is significant at the 0.01 level (2-tailed). 
Correlations
 
PMS-DIAGNOSTIC
TRUST
 
Nonparametric Correlations
12-jun-2012 21:09:22
 
Data C:\Users\Fam. 
Rusche\SPSS\NL+DE_DATA3.sav
Active Dataset DataSet2
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data 
File
32
Definition of Missing User-defined missing values are 
treated as missing.
Cases Used Statistics for each pair of variables are 
based on all the cases with valid data 
for that pair.
NONPAR CORR
  /VARIABLES=VAR00003 VAR00005 
VAR00006 VAR00007 VAR00008
  /PRINT=SPEARMAN TWOTAIL 
NOSIG
  /MISSING=PAIRWISE.
Processor Time 00 00:00:00,016
Elapsed Time 00 00:00:00,016
Number of Cases Allowed 104857 cases
a
[DataSet2] C:\Users\Fam. Rusche\SPSS\NL+DE_DATA3.sav
Comments
Input
Missing Value Handling
Syntax
Resources
a. Based on availability of workspace memory 
Notes
Output Created
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PMS-
DIAGNOSTIC TRUST DISTRUST 
INTERNAL 
TRUST
EXTERNAL 
TRUST
Correlation Coefficient 1.000 .156 -.287 ,522
** .299
Sig. (2-tailed) . .395 .112 .002 .096
N 32 32 32 32 32
Correlation Coefficient .156 1.000 -,693
** .292 ,586
**
Sig. (2-tailed) .395 . .000 .105 .000
N 32 32 32 32 32
Correlation Coefficient -.287 -,693
** 1.000 -,357
*
-,496
**
Sig. (2-tailed) .112 .000 . .045 .004
N 32 32 32 32 32
Correlation Coefficient ,522
** .292 -,357
* 1.000 ,635
**
Sig. (2-tailed) .002 .105 .045 . .000
N 32 32 32 32 32
Correlation Coefficient .299 ,586
**
-,496
**
,635
** 1.000
Sig. (2-tailed) .096 .000 .004 .000 .
N 32 32 32 32 32
**. Correlation is significant at the 0.01 level (2-tailed). *. Correlation is significant at the 0.05 level (2-tailed). 
Correlations
 
Spearman's rho PMS-DIAGNOSTIC
TRUST
DISTRUST 
INTERNAL TRUST
EXTERNAL TRUST
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Attachement 8 – SPSS bivariate correlation between interactive use and trust 
 
CORRELATIONS
  /VARIABLES=VAR00004 VAR00005 VAR00006 VAR00007 VAR00008
  /PRINT=TWOTAIL NOSIG
  /STATISTICS DESCRIPTIVES XPROD
  /MISSING=PAIRWISE.
Correlations
12-jun-2012 21:10:01
 
Data C:\Users\Fam
. 
Active Dataset DataSet2
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data 
File
32
Definition of Missing User-defined 
missing 
Cases Used Statistics for 
each pair of 
variables are 
CORRELATIO
NS
  
/VARIABLES=
VAR00004 
VAR00005 
VAR00006 
VAR00007 
Processor Time 00 
00:00:00,000Elapsed Time 00 
00:00:00,016
[DataSet2] C:\Users\Fam. Rusche\SPSS\NL+DE_DATA3.sav
 Mean Std. Deviation N
PMS-INTERACTIVE 4.25 .750 32
TRUST 4.26 1.048 32
DISTRUST 3.09 .864 32
INTERNAL TRUST 4.76 .854 32
EXTERNAL TRUST 4.28 1.202 32
Notes
Output Created
Comments
Input
Missing Value 
Handling
Syntax
Resources
Descriptive Statistics
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PMS-
INTERACTIVE TRUST DISTRUST 
INTERNAL 
TRUST
EXTERNAL 
TRUST
Pearson Correlation 1 .147 -.256 .025 .133
Sig. (2-tailed) .421 .158 .891 .469
Sum of Squares and Cross-
products
17.460 3.594 -5.139 .499 3.712
Covariance .563 .116 -.166 .016 .120
N 32 32 32 32 32
Pearson Correlation .147 1 -,684
** .306 ,558
**
Sig. (2-tailed) .421 .000 .089 .001
Sum of Squares and Cross-
products
3.594 34.035 -19.208 8.481 21.798
Covariance .116 1.098 -.620 .274 .703
N 32 32 32 32 32
Pearson Correlation -.256 -,684
** 1 -.309 -,426
*
Sig. (2-tailed) .158 .000 .085 .015
Sum of Squares and Cross-
products
-5.139 -19.208 23.139 -7.068 -13.704
Covariance -.166 -.620 .746 -.228 -.442
N 32 32 32 32 32
Pearson Correlation .025 .306 -.309 1 ,677
**
Sig. (2-tailed) .891 .089 .085 .000
Sum of Squares and Cross-
products
.499 8.481 -7.068 22.617 21.546
Covariance .016 .274 -.228 .730 .695
N 32 32 32 32 32
Pearson Correlation .133 ,558
**
-,426
*
,677
** 1
Sig. (2-tailed) .469 .001 .015 .000
Sum of Squares and Cross-
products
3.712 21.798 -13.704 21.546 44.769
Covariance .120 .703 -.442 .695 1.444
N 32 32 32 32 32
NONPAR CORR
  /VARIABLES=VAR00004 VAR00005 VAR00006 VAR00007 VAR00008
  /PRINT=SPEARMAN TWOTAIL NOSIG
  /MISSING=PAIRWISE.
Correlations
 
PMS-INTERACTIVE
TRUST
DISTRUST 
INTERNAL TRUST
EXTERNAL TRUST
**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
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Nonparametric Correlations
12-jun-2012 21:10:01
 
Data C:\Users\Fam
. 
Active Dataset DataSet2
Filter <none>
Weight <none>
Split File <none>
N of Rows in Working Data 
File
32
Definition of Missing User-defined 
missing 
Cases Used Statistics for 
each pair of 
variables are 
NONPAR 
CORR
  
/VARIABLES=
VAR00004 
VAR00005 
VAR00006 
Processor Time 00 
00:00:00,000Elapsed Time 00 
00:00:00,000Number of Cases Allowed 104857 
cases
a
[DataSet2] C:\Users\Fam. Rusche\SPSS\NL+DE_DATA3.sav
Notes
Output Created
Comments
Input
Missing Value 
Handling
Syntax
Resources
a. Based on availability of workspace memory 
 
PMS-
INTERACT
IVE TRUST DISTRUST 
INTERNAL 
TRUST
EXTERNAL 
TRUST
Correlation 
Coefficient
1.000 .217 -.310 .012 .123
Sig. (2-tailed) . .232 .085 .946 .504
N 32 32 32 32 32
Correlation 
Coefficient
.217 1.000 -,693
** .292 ,586
**
Sig. (2-tailed) .232 . .000 .105 .000
N 32 32 32 32 32
Correlation 
Coefficient
-.310 -,693
** 1.000 -,357
*
-,496
**
Sig. (2-tailed) .085 .000 . .045 .004
N 32 32 32 32 32
Correlation 
Coefficient
.012 .292 -,357
* 1.000 ,635
**
Sig. (2-tailed) .946 .105 .045 . .000
N 32 32 32 32 32
Correlation 
Coefficient
.123 ,586
**
-,496
**
,635
** 1.000
Sig. (2-tailed) .504 .000 .004 .000 .
N 32 32 32 32 32
**. Correlation is significant at the 0.01 level (2-tailed). *. Correlation is significant at the 0.05 level (2-tailed). 
Correlations
 
Spearman's rho PMS-INTERACTIVE
TRUST
DISTRUST 
INTERNAL TRUST
EXTERNAL TRUST
 
